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Abstract 


The Role of Marketing Innovation and Creativity in the 
Achievement of a Competitive Advantage for the Jordanian 
Commercial Banks. 
prepared by: 

Atalla Al_ Serhan 
Supervised by: 

Prof. Fuad Al _ Sheikh Salem 


Marketing innovation and creativity requires from organizations to 
continuously search for the development of its products and services in a 
way that achieves new gains to its customers/clients and fulfills their 
needs and requirements. Furthermore, Marketing innovation and creativity 
requires the making of new and unprecedented marketing operations. 


The goal of this study is to develop a model aiming to show the 
impressive role which marketing innovation and creativity might play in 
achieving the competition advantage/mark for the Jordanian Commercial 
Banks through the banking creativity and innovation for services, 
products, prices, promotion, distribution and stating the role of 
management acknowledgement for creativity and innovation, its support 
towards it, its encouragement to employees and the role of client's 
acknowledgement for innovation and creativity. 


This study also aims to show the role of marketing information 
availability to serve marketing innovation and creativity and what could 
this information provide about the needs and requirements of clients, 
competitors and banking management to assist them in making/taking 
decisions related to marketing innovation and creativity. Furthermore, the 
study aims at revealing the effect of receiving banking services and 
mistakes corrections while presenting services through a strategy which 
counts on presenting proper services to clients from the beginning. In case 
of mistakes happening, another strategy that counts on apologies and job 
compensation are available at banks. 
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This study model consists of two parts: 
¢ The first part represents marketing innovation and creativity and 
consists of eight components: 
1. Marketing innovation and creativity for banking services and 
products. 


Marketing innovation and creativity for Pricing. 


2 
3. Marketing innovation and creativity for promotion 
4. Marketing innovation and creativity for distribution. 


5. Role of management aknowledgement for marketing innovation 
and creativity. 


6. Role of clients’ acknowledgement for marketing innovation and 
creativity 

7. Role of marketing information availability to serve marketing 
innovation and creativity. 

8. Role of reviving banking services and error correction when 
serving customers/clients. 

¢ The second part represents competition advantage/mark and consists 
of three components: 
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1. Achievement efficiency related to banking innovation and 
creativity. 

2. Quality of banking services and products. 

3. Achieving clients' satisfaction. 


The researcher has studied the basic relations between the 
independent study variables, related Study variables and analyzing it on 
Jordanian Commercial Banks specimen. The result of the study was as 
follows: 

e The existence of medium statistical relation between marketing 
innovation & creativity in banking services and product and 
between achieving competition mark/advantage for Jordanian 
Commercial Banks. 

° The existence of medium statistical relation between marketing 
innovation & creativity in prices and between achieving 
competition advantage for Jordanian Commercial Banks. 





-d 


° The existence of medium statistical relation between marketing 
innovation & creativity in distribution and between achieving 
competition advantage for Jordanian Commercial Banks. 

e The existence of medium statistical relation between 
management aknowledgement for marketing innovation & 
creativity and between achieving competition advantage for 
Jordanian Commercial Banks. 

e The existence of medium statistical relation between clients' 
recognition/acknowledgement for marketing innovation & 
creativity and between achieving competition mark/advantage 
for Jordanian Commercial Banks. 


Recommendations: 


1. the importance of carrying out continuous assessment by the 
commercial banks for the creativity and innovation of its services, 
products, prices, promotions, distributions and assuring quality for 
the purpose of achieving clients' satisfaction and competition 
mark/advantage. 

Jordanian Commercial Banks are required to appoint special team 
to develop new ideas which might lead to the creation of modern 
services and banking products and achieve unprecedented to 
reach competition mark which distinguish it from other 
competitors through proper pricing, promotion and distribution. 
Jordanian Commercial Banks are required to adopt the idea of 
creating a marketing intelligence to follow up new ideas in the 
field of production, management and marketing in order to utilize 
it for the presenting of new products and services to achieve 
customers' satisfaction. 
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2 


3 


4. Jordanian Commercial Banks are encouraged to work on the 
development of a marketing information system, specialized on 
searching for new creative and innovative ideas and to follow its 
development in order to utilize it .also to have a basket of ideas 
which includes suggestion , ideas , recommendations to be tested 
and used. 





5. Jordanian Commercial Banks are encouraged to increase their 
concern about participation in training courses, workshops which 
include free discussions that lead to creative ideas and improving 
the banking work system especially those related to clients and 
workers suggestions. 


This study recommends the carrying of further researches 
about variables which were not covered by the study; the study of 
more variables of competition advantage/mark and it's relation 
with marketing creativity and innovation, or the implementation 
of variables used in this study on another community beside the 


Jordanian Commercial Banks in order to compare the results. 
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CIES eh ger EY g ISI auc ge Adbru ib I Pe a cll lal GL: Gu YI 
Cail Nae cof aa GS of elas ISUYI ae ge Li ped Gilat las oi alld 
al oda Gag 6 cry sill Gd Bale aaj sill ls Gal: bend lee od gf cclaaally 
(ESE Ge Chaglly « Eady [GS A Labial ¢ gig ¢ Glotiall 1 gy Ls Gasul 
Cl Yl SUSY Ey 3Y cua ge cy Lady ¢ SILL NSN ye Cyghagtuaall CLG, 
> Gaal ob Gyo SS) (a quill 


: Giladiall g gil lids Cituast} —| 
of dalins Cals fel gus clei pil Lids (ay gucl elas ISI oS of Che 
cd ge IS las of GalS AY) lee Goi gh Glabiiall Slane J SLs las (i 
eS ny ig el J take ha ce, IAs J debe 9S GJ CS cial 
4 cols] Carell Gf ALSY , (Philip, kotler, 2002 ) Ga pel as gall oy gall 
iil & 5 ty 3S da jar fly Gf Sa Rod ICAI, csi gudll Ela, SISaY! 
(6 ¢ 2003 « ani cdesasd ) ate ey gh I 
: Labial) ¢ gil ub cia} «= -G 
cLigad (QS) Ayal Ya pb ytd Aaa le Ub gine (oo ol giStll asst) he 
Asal) obsa Leds Ub LS ¢ dsl GY) gubi Ld ye ill eth Y ab Ang 
Aabaial) Ueslabc y latin Quast ol Ging Lay ISU) (ll aitall ayaa Vlas (6 
- ( Krajewski & Rihtzman, 2002, P211) 
- (1989 « faa) : Lea ggtten gall SIU! Cre Cue si Ow Daft jue a5, 
cE LBYT Loe gl sity Slatin g ¢ Cibars af dull el gue Gitalls cinry t cli lA) 1 
eclassl) sf alall gic git (gill ALY) dee gall CLbLAL of 
eB a NaYl A heall gp aglatill SSG ples JS GL Jay) BINT 2 
633-8 | jgecetl) Ap LuYl Aaa gall GUbLAs pole ud SStiy ¢ Ase pall 
» (36522003 
(Ey SSS gal A abil & gh Ga (ol geaill PLY g ISL! paucity Gf Lary 
SSH Sp Gb 6 Aabual Cools) Caagll Cues paaiill Saye Gulu alld placid 
seat Sar 9 cea ll oll Chay Y Aadaie of cea lh (gl Canes Aabaie 8 (ky gull cluyls 
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Aalaie fc Ay jles dake fe deli Aalate 6) 5S gy Sie dabaiell clu) Uta) Cus 
O9Sp By ¢ Cl abated) pu cod La plastid Say Gal Gad ye old ue of Glas 
Sia cs sil Aue sh ye Labial clues Y «Sti cline dalbied clay cil play IN 
» 4Gla8 Jobin 
cde BY) Aah a gall ails (cd yt ail Aalaiall (5 gisas (ple CNUs NSLY) aay 
SSM Babyy ¢ align US Ge Lesdineall a lgall ge gill Lea Dy « dal G5 pussy 
Y ged Lally SAY, Geplly CHEY) Gly DE ge dats Yel play 
ae) Saal olf hap Aly AGeal Gye ae le Gali Jl Gd pea 
ce Spent) Gob gi J he lastly abl G55 Gb Ela, IGE ela, 
¢ Ceri an Ca ela, SIGNI ge dis Y Lge ood gf Ay yt gf AsoLall a gall 
- Saal! abull Jf 
sgt ib ici! -¢ 
JOSE (ol) Ants Sey 6 ois gall CLL ISU cl yy Gye Chagll lil Canceall gy 
Cad ist ye ot tall Agalye sfc LQ egal gi dies MGs Ja Canes glad 
eSaYl Ge at age EIMYLy IS 8) Sy ¢ Gleuall ane yas ie sLtadll (esl 
BOS Ley eb 95 GS LNT ULSI G8 cha, ISU oft CIty « ay EYL, 
CHS SS ods gail FILLY y ISUYT ye Cue gill cys sLtaall asa ody « shales Anti Lay 
An als Leen hts ye Sts ood fe ses oe SF of exile ye EST Go alas 
eb «4 omaa gl) SSVI Gz ood cl) (od petal Gunill 6b Cat Logi USL 
- (6.22003 
Lately « ayaa ill 13g) lide she yall CILYLy ISUY) Oe lg gl GM Ghul Say 
ome Y OLS alse Ligh ry 6 ye se alg of USLis Agel ge Gye Lily LLL: 
+ Lega GLa) fly aif Gun c (ists pac 35 pall 
> Qual! lib cites! 9-4 
CMe ally agianall faoall Linke cia gail GIVI) SLY! pun pacts Gf Sy 
Ce 52S ¢ bau gt Abbe ail gal 5 UY gle 3x8 da yu bia aciy Cus Guilgl 
EIU GUD dae aM anes CuSally « Bad ADEA ail all 30) le oaleic| 
» Cyclical 2 yaltiwall da gs (ill gsi gual 
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cot chapel EY y ISN Gy 9S ob 6 Gaal tes Ge Medea Y CoLauaill ode 
by eile J asd le Cueny ¢ Gisgutll a jal pralic asl gs sl eas fill junc 
CuSTginn all gt Am pay 6 Ads gad AIS Se gal ga coll haga y cea ll coll Chay Aalaie 
el gun Azad Son Shy GDS ag Y Aald oay galll pla y ISNT duaal Lc cystleil 
ceil Jc Ake gtd Gyil eDLaall I 40845 (A olelaial) dull ells ots) 
Size lal Bias of Sac cirgaill PIN) IS pring all GLb au cus cLeger 
ABR 3) gual y cCyailiall Ge Le jad DL cya ( Competitive Advantage ) Anus 
BELG cil al gall Gye alld aaltley ¢ Aalaiall Ge Aula! Als DA cys Lgteay « Lel 
35a) chs Gist Cus « (M.Mc Donald ,1990,p1 1) 3 jpell ode fie Suis5 (8 
ods 505 gf Ab gull ies cle bila get Sec all Aabel Alay! ets Juda 
et Baa 5S pe coll Seat Cf AntSal y ¢ Cally Wetlenss Bah 59 ¢ Ggudll Gi dual 
+ Cusllall eDLeall gle Abilaally ¢ aaa eDlsc CaS y 05 gual 

Lege Alba all y Apudlid 3 jue la 0 cols quill PIU, ISI GS Las shall Ges 
+ A ghl 5p) a gull Esl 13a Cys Bga_pell il sill cia Gye GSA a Ane Cady J gh 
Cl Sey cds gutll LY y SISA) fd Lait of otalais Lailst ol gun eDLeell dually Lif 
Se olla J date OS al Glas glath ge Sis Sab sal Bl gill Gye O25) pal Goin, 
ete mally 6 cDeal Abia) Slalatly gat, ¢ uail Jot dlls Gals ¢ Lal 


» eld 
~103 422003 cape ¢ pai) AS) GYYa cls yl csdale US uy! ash a, 
. (106 


2 jail) ia lay) 
Joe I Om lid Gy AY! Ge Cale yo Ly OLS) ga SISUY Gd Ie G3, 
Oe Lgilalal bay iiall ALG) DUS Gye Ab ges dag yd petty ged Cuadtall 
» MSY! 5b 

» baat dig say} 2 
A—beall) 4 atta Aa Lali 68 Lge J LAS anally Gbsy ga SISUYT 1s 
SESE 5 SENT le Gila ga Le} agai) Sis all (lal etl gf ¢ Atal 
Ue saskig 48 pull 4S yh dues (le Abilaall Saf Gye aretll juuee hes es 
+ Achsinwall Auuliall 5 ral) SY) Sead all oe ADYall oda, 
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2 Badal) 4d gill ge Ltsuy 
oh ely Ly jae old ete hes G5 Cl CS ISG gold Ihe Gy 
et st le I Lgl J ety dads Cole laud) Gadi (3 dane aid gf 
Saal ie eal Ma gb dart cabal Cs yt Gans Ud ge 4d ps 
CYL ae gl NY) de gone Sai gd gf Ala 159 Gye Sante Gli oles 
Aids DIA Go IGLYI sale} Aida Shy Le Nay ¢ Lend Sane Glad S ci os ya 
YL mall La is} 4_ithes 985 tral! laa! as pill dads of dal eLu2vl 

» Badal 

2 AS yo ob ed) ARN gS Gf gd LUSK! 

Sally 3 Sa CO ae sil 2 YI aly ISR) Gaslual Gund ba Gay 

cl Ome AM od ing 6 pally Cygallill aby GAY! Ge Gyually 
Cm Sill ple Dat LS YI GS Guat Gils Gd ial) ISN) 

God SY Clee OS of gl ¢ ISN) Gf Gaull dan gg odd ¢ CDUr 

+ Qaume gf da gt Le ot Ly hes gil ggh Anais Gye 

Papi Calais} (ple 5 _aall ga isi) 

Stay GAH IS) Lebel (ye Une Sig La seit y a yill GLUES) Gi ISUYI 
sted) eid) GIs abtssy 4D ag yy GL Als Clalal say. bel 8 (cle 
¥9 OY) es aga ye ne gh gall Basal) G pull GALESY , ¢ Led Clb GIS (4 
oly Vg pail) LES! (68 Saaall ol yy gly ¢ Auotlieds dene (le ts 
+ Csiliall aa pill 9 YI 

Ome CH BY SUG ae Ayal Cunbaled of Gyo ill GLI! of Ql jet gf a Vy 
Lal a ( dot — com ) cisall Gls 55 (4 Saal Slee YI ge SLa olay dal 
CALE AS! (yo Ba yte deals da ge Gee o yues Ala de 4, Ut) 4a) phy al 5 
+ ( 106.42 «2003 aat« apc ) ci IYI (le (yo ill 

ob oS ly (al GUS Shia A cys gael tha gyld Gat LS, 
Ainags« JLiac J dank of (UY! Goilos to aaiad lly B_pSYI 45,591 
5 SURRY Saad gs eal SN) shee 5 at 
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2 crha gull) FIN ULSUY) Gilithis 3-1-2 
C Anand) cot Anat) Clie dd is lly iy pul clays Sut GJ 
: (29.50 2003 « psei 
2 ApBiig dy fa) clibi, 1 
abil thet) fay) Joey Gb Ayala y Qa! lla) of) Cus 
+ CHallaiall oda pa Gaye oli Lady o Les Ugenall stil atlas ullis, 
: Aabiall Liat say eli) =f 
Lolell slay ¢ Lal ys gst guilll eluyts SISLN) Glib. eal oe of 
Ce La yt ae Austlial) ost ctl) oy 05 6 Atpadl 9 45) 5 pias Aalaiall 
GIIPS EUEBY Nha ayay oly « Uda Baas lyales Gaye Gtabiual 
este) s Sas dest ye gady ISL! Ihe aya.g) alatil Co Gall 4igl 
Aslaied Clues os (34S les 
Cee Aa Chg ge da guilll CIN y IY Ll 3 Joy) cuetsh 13d 
Saal Ge Salt! seal ecdiy « olaS¥I laa ga Ayalalls 4 tall Llc 
Cis pall pb 5 AI Sy Lean Sl sally Lelaiall 25) Ge le je alan 
Asta gllittlhy « SUV! ga lec Y diy (8 ane ol ye Cigna 
S50 gl 4 gt Lay gs gsig 4ebsidll Sata 4a salGuy! 
David, ) Lgilassy (ilatid . a gall Pla) ISU) alla 
.(Slattery & Joseph,2005,P90 
Cluyls MSG Aaland Llell say) wal ELEY! Naa he agay pre Ld 
cAabtall Asis ge AI) a ggall cole Lis Sets Ci gee alld G5 du gal 
co.gail Cusliall soll Uigiy dasat pre ayae cic Yt aig Y od Guus 
Ga La jaa Abetie Cy pe Cis Ad Si ye US Aloe Ql hay i 
» dhb le aes 
¢ Aye) Ata Aig 
Jai il aut hs, 2 open system Ls sis Lbs dupa) 208 
O——A shall Gs eli] Many (gill SEN cae (le lel adiedy Ls 
» (312 ¢ 2003 aud sry ax) 
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Cus Labial Jala ell din Gatlas gil dabaiall dedasill dgl jut, 
OSB ¢ SAY) labial yo be ty Acdaie Quy juell asd Gf GSu 
gb Deel os Salas fhe pmcliell gf Lal gall Gye ore ye Aull oda cfs 
geal ID Sgll ye Cl) ill SA AS y « Lela Jala Gay yd JSS 
J sal) athiy cL s eV sll ¢ Aclaidl Jil GDL, ¢ Ladauall 
» Aakaiall NSba cylalall else , 
Sas a pn Sl Ss alti ate Atul Jig Gf cus 
62.94 Wgmntngy Ads gull! SY) als (le Aaah gs) QIkYL 
CIs Anes Sad SE of Neal alias att fd ally « laall Gubaill 
J sal Aske as nn gy Labial 6b uel! Gu cL y oY gl 
PIs joie bot Oe Gy Sul Gud lic) (§ 6 clited, 
+ AM sad Ay GIS y Aabeiell (68 i gull pI, SRY! ual 
Fazal ply Asn gall JSN2 5250. gall cg gill Led Asks gull Vill Ca yet, 
Anon pall Asis gu Al 3 pail te gig e Yee! ad ol sal ga lk 
e+ taal alOle eli ght daal Glog stad cst BNaYl Alc (oasy 
sland suolic of Auugall adr police carci Yl LS 6 Le ya ghtig 5 gull 
+ (312 « 2003 Gigs Mee) ya puadd dled , 
Say clad est (gill tall 63 Loge Lea gt Ch ddl GAY) Gy) Cun 
Ct Sey A) dle Lally Mal Sel gall Lead hy gull 3 fal aed gas wld 
col Aaa gd Lia elds gle 2 Gye alld Ge ity Ley « lets Csas3 
SESH 503 4a gi Lgl Sill Glau galld ¢ Lal yciul gteg ¢ lead eat 
Aili 6 jal Gilat le eye Ge JS) ail Leas Gd gutll lal, 
HB IE ob esd oll sa! Gabi Gyo Ash Yilerdy Yilatte (8 
Laas calf Sabie ye 8S Conuel ail lS ¢ sud! uslual 
coli gadlll ELLY) ISI Ula Co Sgro gll Sal cye Antal 
CO) ay Ass pall 6 Jay) Ugh Ley Aeaegall Sha alot US el gb etl, 
AabY| y Cluluall 525i MSS 5 ¢ elSie aa! y (5298S Jarl! Ua! ced ast 
DUSEVL Tibesall OJ sal) MSI dake 31540 193 Clube y oi lly 
95 lI (gle gy Le Le La Jay ola 9S ocr pll play 
cLigiilel af Ulgats lgacay elld fact fel gus « esta gudll SIU ISN 
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SSI ga olay! (68 95 Aa pall data GLU, ol gall gd ullis 
gst AbatSie y Adal aie dau gall Jala Ab2syI adem 9S 6 ooh guilll Flay 
«ARGS oe Cay Abst siall Aezaball (1-2) ay SSM cragy ¢ Ytlal 
eLytly pop hilly Sagas Gata Lut Fe Labs LLta Gls ef gu 
BNSYT 5G Cue cca guilll plays SISUYL Sheil! Labial al el, 
Winns y 9 A Gel lly La Ub) Gece all SLL: Libel 

rUealeady Lilia gIuYls SLY! due ait Sal ye 


(1-2) ef) Js 


— 

Z 

Oo 

OQ 

oO 

a 

N 

a 

oO 

co 

i 

ey 

oO 

ial 

» Ugiy Adal debe g Aeseuipall Sata Aocuad M Abaays 2 
9 oo # * S 

oO 
oY 
5 
co 
Oo 
— 
Gey 
Oo 





«Gall aac): paul! 

2 AQ SY) ALANG Zaigall say) guy alsa) 3 Guniil  -¢ 
Or SIS y Gee Th agay cle eall ir gull Stas ISN) lbs, 
HA Gaga 3) Gd Le AISI ALYY tgs cell Gaal 
JSG CLG yee Gane ¢ Aalaial) Wala Sel) GW geal AG) le 3 yald 
deasl ceuluf GlLus ¢ dalauall Ala Elidll Assay ¢ co SAT ot glull , 
© cgi gull el 9s NSAI Saal 

ce 3s I las ae layl, ISI clas (le Apa batill'y A Jol Ul gall Sei 

edi Aran ply Lakricll Gla 36 yall gh st ly odds ¢ Siguill CNL 

etl EY ¢ SLAY Sa Wb 213 Gael « aa gill y ¢ all 

(Jidit, Marshall and Vredenberge 1992,p505 ) 
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2 4h gull Cla gleatly uote clibi, 2 
oS bebe BLEU Ue il gs Gas us ¢ Alls deal US ist Ads idl SLs gheall 
Ase clea) gly libs ob Gly « Gy gull eluyls say 

7 Cletall 088 Ce SSI ya je col Lady « Sat yall Cle gleall, 

2 Asa gucill be heal grid alias = | 
Azo gle Abilull ( security system Joel pls Acdaialls eg) of Gans 
eB pa pte Gilaaay «Hy gull CIUYNy ASUYL Adlai 4k gad CLs gles 
SS Of Cs 6 EIAs SISUYT Iba al ye Gye 3 Sas Ada ya (od Cle gleal 
bball Gye saad! Gy deol ¢ Labudh 3b Jf SSis jatar Of GSay Cle gle 
coils Aude) Gtabiall Ye Cilagles gle Jguanll Ads gad) OI GUS) arsas 

- (34,4 « 2003 « eit « dana gt) 2d gual UY» ISN L ght 
Aabeaal Ske geal ul Gls oye ceil] 4S aul) SL Adil) (ole li Sy 
Layee Fadil ubilally cl yaa duc g ey cus 6 ciagdll PIL, ISuYL 
Cala gleall ods dy yur le Abslasll duel dole Ades Sa guill 5 Jab Culelall, 
Lace oA Ge opine ane be amy BIS y IGG Ma el ll Gust 
Agia pail) Cle glaall ode Gye aig Y day ¢ Leda CIE ool Aa pad pre ye 

» GAY) Glib ced Cr gsilicl} 


Feedback 0.23 pal cils geal isi a 
OBA gall ile gheall 58 9 3 yy puto (ks gull Eluyly SISEY! Gita, 
el Cl Cus 6 de gall pI) ISU Gabe GHG Ge Bai pally Gila jal 
ates Ce gleall 8 La sil gs iy call GatleadNY Che Gf) Gans te shud 
PASS lial ad silly « Ugh pasty « LAUES 5 ile gleall oda 3 Alaa fs 
JS Gil pa Go Label Sch CoM 595) Cole gleall ods 8 gl cus bs 
6 isi a} os—$ ancl Ida cye S20! SSS 9 ¢ 4a gis all (5 quill eluyl, 
Pad Ge aE oo Saye ale gleall oka coll Iola IL, 
SOLS SY gf cay GDL acl nes oI ol sfc aul erase Fal y 1S 
OSer in ¢ IY SIGAYI Igy Abell OS Sabi ¢ SY) day) (3 
ABleall ot) ally th pail yo ull ae S$ (Sine do (puail tin Salty 
+ (2-2)e85 JSAM Que gh LS, 
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(2-2) a4) dscus 
Sai yall Ciba gleall fl oi 


ASLYY daa Gla dal 7 | | 
ginal 1ayly lll 
out puts operation 





feedback 
= (91 2 2003 « hissy Rae) 6) ALYY Ct sac}: juaal © 


> gud Qubeihall 89) blu Ades likin 3 

Oglery CAN eV 5s Aoaldy Gr gudlls Qube IY) lal dikes Glib ells 

# plile Lees! pwaliall Gye ane ils YI tb Cue ds gull cluyls MSG 

2 GdU gM GRR) La yt chal s A LUY) cai! lel | 
Ce Ape ooh Lala gel ye Lach y AL MSY) cat all E geaye cetal 
Latest NS ¢ Elads NSE) dyad GIS LASS ¢ Ga gutill Slee Gd dow of Uety 
» Ade Gi gllaall aell jla le 
ANN la il si ge asl Gob of Gaulle ayay oN) Gulbis Cun 
ole Sie (ot Cf Aadaiall abi y ¢ Cita ll ode GR Guostiall cal Lucha, 
Lies Cyn gf gf ¢ AH Ae DU Ileal, GI asl Leal Git 1S pursliall 
GE AISall te ste YI gfe SLaall Ibe (8 Able (6 989) Luau) aaa 
cared ¢ dnen of )paliall oda yy ght 8 Guede el pall be A jUuyl 
elias baad Old allay ¢ Aclayls Ay MSY! lala), cl guall y « (35 2003 
seal tae Gaety Cf) Gang Aabaidls Ga gull 3) cod glans cual SY) Las 
+ Alay s NSAI Sl leall, Gt jails Gletal 

* EVMPS USUI) ole Safed Jd pli - 
os ye Lull Lie yates dopa play ISDU dest jal gals alain 
ASL YT Gl LIL Sil gall oda yh oy 6 4a Gubelall oI SYI 5 lol ola 
Ce Coss yt SN alg of cg ginal of chal peal ofc Ansiill ji gall, 
ELLs ISL! Cle Sa gull Nae Go Gublall 
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2 GY) a gut) fle (68 Gu wil 
C39 Sey oust eal ary Cl IGG id (SI bul Gle Gay 
Ia cod pallens pail ab Aue Ging SIU, ISI las ost Cabell dau 
Ae Say oe i Ayala 6 jal dau) 5805 Zale Gl ullny ¢ lal 
BURN s AiSae Baltes caedl Gidn5 6 yy pate Cals alld «Aa pt J)! gall 
(1997 ¢ 5a 58lly 25) oI 2st y Atay al yall g 
JOST pote ISU jada Ui y Cu sail UBS a Gf Cus « (104 G0 
Av SLi 5 jal Gude (ye AILS Gol Aabaiall gue y coll sags csi ndll elu 
+ Sle aby gd is SV Gilat ye be ju (4 
+ Ua y As gal) GIES y ISN) audi g oo gtny Ailes Ctbis 
Anas Allie dala jones Gf) lly ir gadll play ISU! yas olay -| 
SLA Sie GLa Ady pall SLI pally « os gall Glut ya Ge Lgl} Jal ye 
2 hi fs pbladll GY Laat alla ue 6 a gual EluYls OISGYS glts all 
+ SAdall lati) 6 dole, clayls ISA) ay 
AB Elly SUSAN! a5 olSSYI (68 Ja) GaSb Adlai 65% Gf any 
© Gopal Slime pd lela Yl y GIG obs Subs ails aut sale! Gay 
2B Sl ya cl crac MMS y « Ugde Sle hall quilt cad GIS 1 Le gaat 
mgr 
Liga tt auc 2k pci! GI ISUY! cs gas Lal ya gst AM gel slel_ye ras, 
Cabs dean sl) oy cds gad CI, SISEYT GaLtbets Cpe Guudad gyullsias 
: (38.5 2003 
2 Aas geil) GLEAN y GIUSUYI os gaa Lud ja —f 
Aa egae te NN Aas hae cof Quranedtiall ol itl Sli) Cass 
Vapa—Aty 6 (agen All day le Aad gull IISA (6 gaa GL, 
CHS oda le GLEDU AuILaM a gall 
O—* phe 08 hal pall oda Glad (4 Ci gl Aue) SI Gye a Y ths y 
+ Cigllaall USAML Ugie SLEW egal! al gal 
idk le died ded glue ia Bul all Gg gb GIL! ol, 
aldo! DLS ye Alea! oda OLA ies cob guilll eluyls SISSY) Gul 
Cblicll C5 6 ByyS ASrelinss jue Gl gall 9S ¢ Sse Gulia! 2 gl 
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OSs Be Bate AG pad lela s IIS gl Uae gill i Lenny yy day ¥ 
SAY V0 pai 98 Sy ob ye Adal 5a pty cpl AIS Bilas USI Leas cya 
+ CHAT! Ge 4b Aabbiall ju of dab Ge Sg ale au (oll 
Ady geal) GLENN y GUISES padi — 
eH Aan Se) bts «cis gull play SISUYI Gules Aclatall asi Cy) oe 
dual of 6 clin eS aL SN Aad Mi jeg 6 Ade Aad shall atti ¢ guse 
Laney Aaya gle GuSaly Le MS 6 ISR) Gah Gye AqcUl Ladaiall 4d) gual 
THI y « Ugbe Hla ae MIS A5 ling CI LSEDU ded dala 4a yeag ¢ ¢DLeell 
Corporate 43 3) guall cle | yb cchll just 4a jeay « Aclaiall Yidin | 
CSAS) UY s AL y is gall CNY y SIS! a gin ceil 4a,cis cae 
Joe, Driver And ) estat 4_pleed A_absiall JSS OUSLY] die 
ISYI Gubiy ja ghilly elayly suv amu: a « (Sanders, 1996,P155 
csi) elas! Qe ealuttiy Arguimall s pbtacll Jest duals daly ae Yi Sarai 
- (332 « 2004 « Ayal) gla as duke Gilg of ay 


> cris quail) EILY» SLY! dulce dale 4-1-2 
Cus Sal yall 0 de gone Yilaly (cdr gull ElaYly SLY! al ye dubee Crna 
thi tural) ots! daha cst Thad. co loyl Gadhia Yaron eves kil 
aie etlell lala (oh (ill sural) Glatidly dileley 16d) Lote dubs sles 
+ Saytal) Glatially Get ally SY) audi Gy ain 
AISI SUSY) ats hed Gu) cul glast (3-2) a) SAY Gyacin, 
Dok LS 48 gil Lacluyl, 
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(3-2) -Sy oss 


( Avira Lelayls 4 lous) Listy sagt Alec Jal ys) 





cer gull! ESL g 


coh wail ELLYN y 





-(Cravens& Piercy, 2003, P 266 ) gol) Sey Goll ahscd : jaunt 


2 dba} Glala gulas — 
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oLadls Lin sl yiSill plainly ¢ Deal ela) Gists yg yy Gulia Gye ASI 
Cravens , ) eDleall Glals Aub (le Waall Jal cee agllecl ct Aah ls USGI 
. ( piercy, 2003,p254 

2 ACH 5 41S) USS) at gs 

AIS) SUSY) walsh cle hard Lgild eDlaall Glas dala) Gu pit Cy) aes 
CLS cls gull Gea all ralio Ge pumio ish od 9S Of LE Gye (All Luca, 
SAY ¢ bal lad als) y « CS y ery filly Sle! ob Geral latuall oye 
Ay alle byte P58 oh Gedy gail pte y ¢ etal G yh! ahi sae 
+ (28,0 « 2004 «¢ Ss sill) Gybill dale we Leal (ahd Sts asta 


2 ASL) 5 ALLS) lst) Auauady aL a 
esl Yall ISG) ahead ty Cue 52S ASF tla Gy Ss ¢ Aba yall oka usd 
Gow Anil 3S) 9S A Abad) 1A) inal, « deal 4 Cs nes 
Lgl pads Ugilaal y Aalaiall Lege oe GNSS Al ch all Slay» ISGDU taal 

- (Cravens, Piercy, 2003,p266 ) Lasse, 


t ACILYy A isa) LS) ats 
Ces « seal (ye ects Aiclayl y USGI (SAU aud py ds yall oda ci 
ese Ge gf suleall Ge a8 6 gee cod allie Lyle Lay 562 Le aay 
aig « Batley 6 gta IS SSVI oda Cals 13) Le le aS) Ala pall Auli Gd YS 
Spall IS os 341 JS le LB 5S fly Auaall ye tsi ol alata 
AMM Ada yall GN Ul dy Cay ¢ Ladaiall sla, 
: Achayls A lsuy) List) asi 
Ls saat 6 SiS elas ISU ( TEST ) list dibec « dla yall ola (i 2th, 
SB hall 9S Cf deg Lis ged IS GLAS pty Case ¢ date ye ans Chas EIS 1 
ches Y siti Js! Ul (Craven, Piercy,2003, p275 ) isles oy shi 23 
GIS Sey GIG cle cUY elny « Listgs oalesal ty ald Guba 
Als yall cM Si Allg « Aadatall G38 Gye Ld (Saal Cpe oy 5S ceil 
. Atal 


” 


«elas ASA) aus 


Pa. 


ae 
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Lat ness gid Gia J le glaly ASDU lel GuLstl cy Ala yall whe Gy 
iy lel) Ganletll ane ge Gules esas ¢ yyy jl duuclry pestsg ¢ La gale 
JS le bey al) a ual) akuyl J geht getill LLAal 4a jladd dgbeall Aigll 
eis sit (ATM ) ly al (8 NT Cal yeally (gle SASL! Shae gla, 
re DLeall SE Gye o slasial 

> grb seill VL y ISD (ole) ub Qt ats 

JSON (plaill Gyabsall etal Algal pall bee 5 6 5 SY) dla yall ode Gay 
¢ Aheall Jad 259) Ub peal aiuheil 4lS Zake j 5 ss CLaully ¢ dr gall SIN, 
J Fede J Awl G9 Bly NGAI Nn le C56 ll SLM padi cy ae 
Cues coiled SAMI canes « Like Leta G9) oh cle GB) ye Ud 6665 8 
eke hi py Le Ad jae ullSy ¢ dala 4 pany lal, SISEYI Ge Sal you 
Lesa Ab Gas aut Le ol pus ¢ Saldinall atti Gye ase I ua tll Gye Aba 
etn Clays ISUYI clas laial 33h 5 (Sa fac dle pte Jf sid Cass 
Seb 4a 85 LAS lil pad es ob alts Lcial Gyo Chl J aul 3 
+ cei guiill Flay, du cslaall 

(Woodman,And Griffin, 2003,p312) sual cs Isa! laall asst Shas ois 
CIs BN aed ean of oot ( Cu Sinall lean Say GT Jeet) gf Co 
peat: Cully « Led Asdeall'y Apalall agi pues CDA Bane Gl yal Cy Sine | 53 5S 
c Legal Nghe ss ll ISU aI Que sated) SIM, Aiba) Clie, CLs ys 
Baie cabal ddl} GM gests Lett jae gle gist NSUY! (I Aabuall dale cls 
SLs, GUY oy isi sh Baaly den sleey pgililla padi y cy Suall 338 (3 
> fie Ce pall Jagd sacl! 

- Ag yall jini da side din Ugbeay Usha dia ight 

« Snel} Ugesd (a Sls). Lnatt (sia gk unde 

+ Cpbalall aa lusty) duteld say 

VLD (8 Fak Saleilly gill y JAA) Civla (6b Guldlell cli Gist e 


| Agua 
J glut pag YI (ole cay jail) Atha cob Gubllell g Bley eat (xual ° 
» GIS 
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Cre AaBiall Sa) ch shall Seal cob cgi CI US) Culley cpanel LSE Oy 
- (Robert,G And Dowery, 1999,p15 ) Auli) 3 jrall (DUS Gye gis G! 


= cols gudlll CILY 9 LSI le Sigal hal gall 4-1-2 


Pa gall gf dal gall g gi ayaa 6 Corey GUI olf Gre 5 all 
ceas) Vesa ye hill play ISU Alec Tua Gd pals (il) Aalaiall 
Veta all de genes ¢ Aue A atlas de gene: (129 40:2003 apc 
« alict ) tears LUS acta (i ale Adal al ge de gene y Aan 
Crtall's sla! os sual y (calell Gualill cs give diet Sal galls ( 6421993 


Sg © I ill SSSI, Cale gheall Gulity GYLLSY|y «Jeall deLaay heel 
Chis Jaks sith clu Elia ils 355 puso Cll (29.50 61995 « Chase) 
Logis doa gall Jeliilly eal delea pany cals) ae Lidl y sally «lanl! 
sy) SY) 4et (68 abet 5 92 duaal (3702 +—81400 cls glace ) Gas 
-—Dial] 5—al gall pl iy «5 ga all sally Gulia cliall diag ull 
Cale gore Cur Seliilly ¢ eall Elie ie GI ge aleiel Cle 5S) ul, 
ali cc gies fil) Sad Los, agtlags yg AY! Guy Ustad) ALAN 6 heal 
Cet G) abi OI fgall oda C9 6 AS eall bre J slog c aall & shy c (patel 
igghl 

2 Aad ABS gf Jeet Elia cl ge 

GAN el ghd s Gala y Colles! Gyo ge je ai} Labial osd eal ¢ Lis C4 yas 
AS Gye shill (6b pinay going ELiall Ide Lay, ¢ Aalaiall 8 eel shin jus 
Gaiy ELiall Nba 258 US yy Cus 6 Labial dasey AY) Gu yetaall Je lial 
Che ptiny Cue cy gla) Uw DS (ye Advay Cy) aubticny ¢ Galil! oy slain 
Criss Sisal (SY als (le 3 jal GI Ayal! anf lial ced lull eal 
clay Gsleill agayg ¢ AY) Gur sl sally Ueliill slug ¢Liall fhe Ciuat, 
¢ AR sill Clin gaball Guia y gli y gail die sill dally ¢ SSVI Cuurg agin 
SLAY) gal Aus Gt yall y GULLY Cys Bald aS) Ley ¢ eal GL agai 
Amabile , ) . Las ay ill dcliiall dabine Sint Jal ye Lebiidls cpllall 
( 2000,123 


Zt 
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sls GIG) A glull acct Jilly, ¢ Gi | al 3LS5) (8 US) Ay ja.y ol aU 
» Ariat y Aalauall dato ot gSu 

cole Vas | ye 3 AY) Oey diy LAS Qa ADL py la ala Gi ls, 
+ Aabaiall (68 AY! coal (aa pall Slay ISU) gas olacyl, Sail 


~ Sarl (6A edhe 5M Guy Adlall cl ig 
1 533 ae Or cag ll Jalal! dats LAG a) eal DLs} ya ADL os 
Cstenily ¢ agin yeaa! cgtleal) Ge litll Iba OS ¢ FIL, ISI ost Lagi 
Jas (4 Aselal (isd Gacy Sula, paliilly dina GuLul (te tla 
+ Chaall SSLieel 3 Sinall Jglall y ISA) oye ar je Utd} y cle sally ely! 
Shae coh cco sll agle ts DS Gye SY! Gf GI (Seers, 1989,p18 ) lal 3, 
3a (5352 hy Ugall getty (ill de penal! usd pete US ol y3f apres cy gad) lael 


ail) jag Cote de gen ly yu dinddis Gols GldLe sled coll yasall 


As—agall Oslictlly ol Sol, AB GIDe Gi celliles Losi 4s ae dally 
Ca Andi je Usb DLE ayes coll sail the gay BJ Mere 5S pein 
2a Ga Gy glecill'y al te Yhg Asal y Astana AGN) jae de gencall of af 
VAY Gas Sela 5ah5 ll gags Lene Led Gy gleny (ill eal) Min psf ADL 5 
© Sea! 35954 Cite geal! y lbs alls 168. 1 st Gals ae sal 35 
+ Bade Aly gad NSH Glas ISI 8 SY) 35a a tgs i JL, 
Ni peo ye CL NN yc Lig SSI ile gleall als Jats Lend y 
St thas stl Gee littl Gye pau ganeny coil jl dalle. Lia sl iS g 
( Slack and »Robert,2004,277) cy5— ji 


» Gaal) CdSe Ja 668 tall Ci gtad cl S'qe 
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4 iil | di les Cd ll dally Gf Ue dt Lalas ool Qi eal! dencb Gf 
oe Sy deal) pps (ie fie AM Ate gall COG (ye Ze pegs Sadetial 
Sc Asghathg Ay Jal dasa CIS Gy 85 aS CISA oda y « ale SS ela) os sims 
Ashall Atal deal ly tis bss Je dad of Agha) deh ct 
Lt os od Gy AY) Ge lite Line Logie nl dy Le eye dg la, 
Gait y SDS we Lebel (8 ALIS y atl pad alld G9 Leads ¢ COSA 
Faye ALY Ls fc lye oy al ILM, Cel yay sel all Les « yl 
Cash GUase 4s g phay Cel yal 258 Ge oy yay Gall Ayal Sa, 
Som 8 SJ all St das putt DK ye Aalatall Jato JSLuall Ja (Sars 
BS alll gL Yd 1 ULES Lay Sil ost Carghad QM A Jayl dis tall 
(Intuitive ) ced) sf) putt a glu y « (Systematic) (,agial Ga slu 
gil Goll placid cle aciey GOS So (6d eal GY Gy) Cus 
Litlas «ify lel AY Ge Me pepe Ul gd Lae «all Lyle ages 
cf giliall Dba! igh) Lercinney sel gills Sucie egy silly UaDU 
Sam ob glial) Lae Sai Gyo Ca gh) 13a Bhan ¢ Auli! J lal az 
»ediStall 
Ane (ole 3 jail) Cieeisd CIA a 4 ( Intuitive ) cqudall lid Uf 
Sass « ld ye Abd Logi an iY al) dati SVT yay Las ly ey gael 
aol sills pLiGaY! pte aac daly Cog: pre ye 85) Ce gil (call Cle gleall 
A sill eal Agzaall s Gusall 3 5a8 (le 5,8 sls play! Lal y ¢ Gel yal y Lally 
Ia Sins ¢ Aimee 3p pues Led ee Sa Y Adgls ye sane Sola IS st 
COS a) Js fd tll bee Sa gl 
| (Mark,Durkin,2004,p484 ) 
(ewe) COS all Joe dad Gu Lis Gf GSy Aili ¢ AGL eI SU hall, 
Je 8 Sie Bate syle pushy «0 SG ob Call Ge @ 5 All (6d ayill 3d, 
Baye Sal se 1d Cf ins Les 6 Sans 3 yall cg SLY LLM Gy elise dy yee 
Ch GOLLY) LUA (68 aie) Fa 53 Gye ayy Lengo oy ghtiy 441 5 gf Jala 
Aire Cag a (8 0 judy og WSU! Uta (yy gS (8 ALS 6 9S4 8 Lal gall ots 
ge DIS all Ja ogi Lead UL G55 Bye os AI Cay yh Ga alli Gy GY, 
Cag se asad ot uo gill ost AS gS Vg ¢ GIS yall of a BY! aa g 
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CNY y SY 4 a Aga Sel gall cys csill (4-2) oy USL gue ga LS, 
«ha gail 


(4-2) py dsc 
caged ESN g SIGNI gb 5 pall al gl 





SA AUINIYs 





+ (130 ye 2003 pai« ogc ) col SUN Cela hacd cya: jaune 


Ch 4 6 pts pac EY y GNI le gh A Ae Gatliadll Gye (DLL, 
Aga Aaatlind Gy ¢ call ALG ya Staal Gf sy (1300 « 2003 « pase ae) 
Cry Os petal) ISG ¢ Gilad 8 ALA) ¢ guage GUIS CAI Ga LCL AOL ea 
Ley LAWL EDS Sa Gd agate Ilya elSill agit le qualia a1 sy pate 
Ss ced Gate aga cyl LAY! (le 338 all alls ¢ 48 Al latins Glee Ce Wa gf 
Be pelea any shige IY y ISNT DMS Ge « Ladauall dal god Ga sLtal 

+ csirgull EIUY Ly ISL! (64 ase ga Le US (ll SJ guagl 
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GIS! LUE ote ALA i ty ga gags gil « Aalaball Ayalatill Qatlioa Uf 
dea Gai I Udy ¢ quill play, DU deat GS Gf LU ade ISU plays 
Fatal Ain al ge (5.95 olliS 5 cle pcial'y Laila) Lad cli Cle arty cs Sv! 
Qs cli Las LN MDL y cacinall (3 da yall'y Sahl dently clgie Laolaisyl 
Si BJS ga By Selly og KRY) bhi (le Liye iyga a lal adie 

- (4-2) p85 SSAML Gre ga LS y FIs ISL 


2 Ad pra! Clatiall g Skates) 98 hs gull Eladis say 2-2 
Lelberinl'y ilag Syd Lape Y Ad oad Glas aun ot db penal Jac VI gy 


cae Cs) ib AL I Gal avy Liga of Lis lay! gb atl os YI od gall ao. 


- osilall le 
Gas « al Gob Glals ¢ Lity Ch pb 4) a gr lll LLt gf eal (gi) Aer8N Ca yey 
Bicky oil yest) ALLY) Cand @ pts gd penal onl Cf ceactis Cydslall quis pail) (DLA 
AA meal CDLgaclly Czy sill aie y ¢ Aibaall Ad poll atta! gs ost ceil gler 
O&O pace Ley judy Chess psa (ll AiLol ¢ atlagll Ugg ae lady thio! bsg all 
Ty ON sally dase Gy gly tS asd CLasaS AudlG 5 jue Aas g « ol 
Case gis Fadel GLa Slack aliillly ¢ Asaysall Git 53 pals ¢ Usted) lalate YI 
AML Sy sl el pb ce dp dea gall gf Aatath a gal ye Ch eenall a) ge 
Baifne Hy 28 poll Slerdll ae Sb99 eS SSS UbLithy LG 6 db all Lec Gy 
Anastly plaialy 4ybic coll cliny Lee c Legis Jaaill Gienall (ye cemaf Cass s Yl decaey 
+ Haag IS Lea sled y Les ch pucnall anll 
Cs Aled Cihuagally «Age Ge Ay las Ca load! uy Audlidll Sas (8 LAY! day 
Gh gD Qt a shell aha Fly ¢ Gila gleall Bh « Call 5m 9] gia ghiill'y « oo pal Aga 
ABDle Ss Cangy « Ugidga Gyuuady Lens gig « pgilalsiol cligl Call sho j]y ce DLaall 
CLE Hatley ¢ ad saill Yaee el YI, ¢ Ca yreall edie a dal 4lgb 
Jig—2 Bal « eer) Ln) DIS Oe Wesley Ledidad CSe dag odgd e ail Ysa 
Anti CL CY gat (ya ALeatall Cal YY) dalsjy ¢ eDLeall alae! sab ole intel 
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A Tikal) cls gael) Gea all (gd Ah sl peetiall Gye Gods gud CIA ISAT cy gS g 
BSE cle chy gull ELLY y ISL! ogy Cus ¢ cers silly arisilly LN, Glatidl 
As gland bles las Y! Guin le sal punic of ashy oy Sa 558 axe leslie Sui 
cle 3 ai sl OKs ber poli obs Queso @ je gi ull ¢ gull cosaly SAY! uals 
Garr t caueiy LH asly pic plasiel Gye Aabidl Leal candi (Al Galas) duh 
cially (Physical Evidence) (gla) Laaall Soe ¢ pati Ld 4b} og yah jolie 
Sy ¢ Aly gudill deal cll pgitle (le aly cyill aa, (people) _8Y!5 (process) 

* gtsedlll EIUYN y ISNT julio: Sly (Ital (5-2) af) SSM y « delay o tsa ay L 


(5-2) ey dea 
cst guilll elayls ISUYI juolic 


(~ 
<< 


4ps 


» Gall} whic} : _jtoall 
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Poe SSA Cilabeall (yo Abad jie de gone Gyo ¢y sSiy Aide y Adda gs hy gail Gd aul 

gf EDMUND J.MC CARTHY Ayan oda arstul cya Ssh Sy ¢ (hs gail ce jal 

aay) Lega i lad! pu! dota Gi jell 1ks a2h4¢ Basic Marketing «ts 

Asal ul) Aeclay 3850 ALS ces pall ode acy LS ¢ lleduuall CHL yy Glala ¢ Lty 

Cs Aabaiall Sei (6b Bgay AlCl ID gS Cf chs gual ea jell af Le IM g cas gull 

2 Ugeal 48 Sliced) (pans pil gh ye ay dc Ugilaa! (gins 

» Ugeed AUSs eo police QS} 1 

+ Lehn Led Ale lies Abd fe oliall MY SG Gl 2 

ct Uk hg gh ll Catal Leas Lad Ail phe 5) Shall biel Sg 3 
94 O99 Jal le juaic 

PMid Batata paalic (ye cy 9Sis rhe gh coir guiill cs pall protic Gye pate Se) 
Jabal EDL 9 ¢ peed Gall y GDLEYI Lge Saree polio Gye Sir ay sil 
Sot) Ansa (iy guitll ces all julio Aad yall Sm y Classe) Saunt, 
- (152 Go « 2004 « oll, 
ALA SYI Gs by NS Aa) Ads pay (ol gall ea jal Co GL Gyo DE IM, 
C2 ee Lend alli y Cualtty Lay @ sibel Lad ys UEDIS Gye iy (all das ol 
cl} al Gey e Galil Gla Ny gl Sal ON allay 45 6 ac al 
Biss J tial ey Gated y Gy See is gee lel QS) Glale 
+ (152.420 2004 « stool « aij oul) Abi oye y ype 
CeSa Cpe bas silly oly gall Ela y SISUY! polio mua Ge GY ulld acy, 
CLS lel se Cala tiall 8 ISU Gyo 0 9S cg Al (marketing MIX ) (8) guill 
ESE 5 6 jae lee gb NSU y Lea le ogi sf ull las Gi 
+ Gaps Stes A ISG 5 « ey fill la 
aphid il ralicll Gy de gene af Cay Aid ed ell geht pull a pall Ld 
Cus (oad sf debs) Le gis oles cllgieall ed ay ple 2h ADS cye Lalaiall 
gill AMLadl 5 Abwiell g ALetSrall's ¢ Aaticall Gblbadll, ALY Cys do gene Gyan 
Aabiicl) Gladie cl gai dadry cllgicll cle UD co Stil cys Aaland (Sei 
» Aah 
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Clea ally ala Ge Aad pues CLaasll gy GESS all Col gall Gb Vio yalic g 
“5 Yl 


Getiall | 
sulla 
cus =e 
Gy il -3 


(4p ) i uetdt Gi as a 
acta (4p ) —N cali as pall pectic gh (margrath 1989,p26) cs 
ce $ ISM atiny Case Aasdall Glass) des DI Lausiy Saad y Wiss a og yas 
Agslall chal alls Le sis yas logge Clb Augalall ye Laaall ¢J gl tha 
aces rage cs sl» colic Cane (SI 4 atta) aa gi Ges Jag! 

gets (lovelock,2003,p15-17 ) 


- Giial -| 
- pel 
“Gus -¢ 
» Segui = 
» Ara galall catgat) = a 
+ gett) cuit) sy 
© Aa sayh Alas 3 
Se lindie AH Gye Fee Sar egg cel af aitall ayer, 
(be dals 


es gil suet cia put jal Gb all paniell ttall lied Sa, 
Fors Lis G8) Gb Laas J deka allia GS pl 13 6 ges jal Jaa ywalic 4a) ale 
FB Goel cob ciple ae sl cry ye et ike ayny ol all « ars I ys 
Pa ass Be Silay llc gall Cus es 8) juoliell Gye of dally I dee cates 
“86 Ose 5 gall Ge Claad pyrtig cauil'y GU cle ay j silly « 4) GiSall Cts Tilly « eiuall 
- Goll dy Gly cqiiall Ste allen (of Leesan sf Lede col palen Y 
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eT Spall ¢ clea hae gi Lull Ly yo cgingaill lay IGYT sats 
cewle Sagine gf Ay ydea GliLal J edbad Jl le gd sh Gaull 8 Sate Clete 
+ Boll (of ba gagoll AMM clasiall Ge Cass Cus 6 Uginued fut colatuall 

aya fF aiid) Jeal 4S pt ix 5 (Business) dee sl Gulul sa qiiall oly 
Af cote 6 Abindy Casgiseall G gull aad all al gil gan 3 hail, lita. offering 
. + (114.522000 « obs) glel ba aby 

Tangible 4u sala patliadll ye Utd 438 0 jucd gay Lote eal cise By 
Hard GS ab Jc LE yy Glala « PLAY yal) Losi intangible 4ucgalal ye , 
 AsLe jy dilale ELLY cllgicall Laskall ALY asl de pone Ai) Cyn 

al deli ols lel jg Giiall I] (Kotler,and Armstrong,2001,p39 Joi s 
2 gt aked ADE DG cp Laan 

May GM pea adally bythe Lat ys (oll acl ld Clary Gaia a ga. I 
Coe AMgiswall Ugdrginas il) Awl) aaliall de gone lar gh yc Casall gf Aelull cllivell 
» 441d oly, 

it og 4] Cue egal ya gall ayaa Ge SS etry cpledll gia -G 
AD Lally « Ale) LOUAM 5 ¢ sr gall y 3 zeal Cilaully « Sayally Lola!) LN de gene 
cai LI 8 allginaall oot dada 98 gm i (od Lu fygo LAY) ods coat « 
» 43 valk (OUALYI 

Aa pape Co ty Ye Sie Sy Lyaas Shy aoaall etal —¢ 
4g 4s sida Ul pally GLasall de gene I dill « atdda, 

Aignu all gala) CL Ed cpausi sl ptucally dedial fied claiialld titty 

» Ugditadd Atgiacall (peau coll Ay ginal cle Luty) ullas , 


+ AB eaall Cilatial (4 EILYLy UUSLYI 0 gis 1-2-2 
coh Ape il tbadll y ALY! de gone Leif Aud penal! Cilatball Cay ye OSs 
Bs ay all DS Ge clttly ¢ tL SI culate Aub Go ye} Ga peal Gans 
«ALLEY Gye de game (ye 955 Ad eal Slatiall Gb bade (Sa Ad pall Clete 
Leer (A AG penal Sherdll yo Aaja od fiat (ill Saaetally ¢ de pital CLL, 

«pattie yy agitate pel cel gi JSAM Gil iM Leaps ca yal a gl 
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gobeill UN & shy y ¢ Wealth Gf (gh Aer gelall aball ge GLaal 4s just Ley 
Heal) pads gil (pads) 4a a gh csi yall deny Les Cb Cadi gd OSs Lule 
ABN cling CALS Sy Lena le ail gh ALY Gia 4 Ydy « (yas 
Aalhall 48 peal) doe pill a luk coll gill oye yet YE al ye ages ADL! Agi 
CHa All oy 9S Lelage cle La igs hye Lena asst Gi dR of GY « Yl 
EL eB og All Dalal Gu lag le GLa gf lly « duayads ye Sul 

+ CAL GY Lganiiy Glass! 
ite Aabiiall 5b gd Sits 4b all Silatiall Ga plays SIGY! of tlk, 
ed ha gs Maal bags ye Clade asta Jc lpensity Byte Glatie 1S 
Lae slsiSby ¢ A Aysa Lise gh Sill las ot DLS Gye ally ¢ eDLaall Gilat 
LS py 8h (DLS ye Ad pel Catal 68 NUYS 5S) ae Cale gleall 
ot J canal of glayts «(ATM ) QI cil jal Gans ost Asli! 
JS Co ci) last DE ge he ISS ds Gb Pc aa ye 
Ce shady ¢ eA yall Ha te phall eDLeall (Se al 59 58 al ge 
SSE 983 hy 6 pllall clas] Cabide Gye reall (Ila auzagll 4d jeey ¢ aise ol 


Veja g tS 15a Att tll el gas 25 penal lil Gh GI's a La” 


+ OBIAY! yaudliall Ge Gacy chill eas Les 

Tse prea Carat gd) SSA 6d Picts (gd e lata Gatlias Ll 
Abs  sS0 0 cg ginal Gpantatly UMS 5 cAagadi Ady play o pele « Allen y cgalall 
Aa yt gall Aadiall of gus qiall ye Caagll'y « ley adtiall Leaall GL Sey Anus sil 
Align all Gl ale gL deal Gis @ still agey Ge GI prall al cllyiucall 
2 ll (6-2) ai) Jab 4Bcuall 
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Agia 4g ya gall dda oe “ “HN foe 
© Tiga aus i) Aaa + Adbany cg tlall @ sits) areal 


Aastha abla cof 5 68 eu oe a4 ie 
ANgiaaall PLY - 5 Sa) UG gh » Tse) assis 4G, yh 


» (15642 «2004 savy as joul ) panera 


Oe WY Ags olay ¢ Cilatiall Gye a ye Ye o judi Yatlad a} o gle JSG) Leads 
2 gh LS (canta @ stalls galall & gitall cya juaill 
DLA Ge all ayasd sing «opine sf pacll 4S Jats: calall ¢ giiall (atlas (1) 
+ Ugic Cans (ill Ay ya gall dada 8 ha (Al co gitall Lyany (pill Aisha gl 
MAS 5 6 @ pha oh po cll aly) edad ¢ Gla Ge OAS Gd USM Alben ul 
D ggbled Pict spa! Gatliad allins ¢ Cilicel gall ae Ledilbi aes 52 gal 

» Sally Uulleall, dus} 

» goed aul, 4 laall AO = 

Cay os —ill 42a sal Antal Cag eo stall Gog (fil die gl - 


» Aigiuvall (pic 
edd sf Aas Qe Asal gf peel) Gault cole Alcs - 


+ Ay gllaall Clicol gall ae Galbill (cas col ¢ Sagal 
. (56, 52:2004. SIs vals ‘ tse oul ) 
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2 Sadi g s cputall ¢ gia (oiled (2) 
dara deegele pre -f 
» Laid (gis Ba Lal, 4.23! 3 bls 4ulSel ate 
vals ody id aay A dears me 
+ Ughe astiuells Leaall jen suh a 
Mena ye die ed TY Aaah = a 
» Aodll Ba5m ari dager  -, 
. ( Christopher Lovelock 2003,p35) 
Leishs J Lisle iy (si lata Jats dale ge Glatiall pl gh Gd alli, 
Siler all Gai} ga act « Gilasall a SAY! & silly ¢ Sales of Aue: Cuts Lage 
Causa gyi Oued J GY SY! le Wianby Weel gh dnly 
Lied Al ftS Gare US Galas), Clabially LLaill, SY) lesa! Cae 
cad os gall edt yo YOY J Le jis AulSa pres ¢ Agsltie Cal sos Leis 
J La skby (ila y Sel (cl glinds pastes ALS yoy ileis Leeman Lei SI, 
» Lgie 521GSU 
Ca pcall teed all Ayana) Ley ALLY Gye de gene ai) cetaceall eka Ca eg 
+ (240 p44 2005 c4isay ccingyy dgare gee penal) CSL 5! Glals duh yo yl 
Shas etl Ge ping AUD ¢ Byte) ila Gy ght Gd play SLY! Lif 
Ve hs Goh Gee ie y Anailiall 5 jul Uebaaall Gass coil Aas Auy! 
Ceti Open aLiall @ eo Ab Lally udliill Labaiall 56 yo dy gi (lo Sac Lull veil] 
» Aakll algal of 65 gaull 
3 oi c sayy8 O95 Cues dial) NY L Caeid sural) Slate 455 ai ull, 
cot uta) eihalls a paiiall ayes aby Uys gad opal Aetld Gilets lagu dybee Chua 
» Aalaiall Ausills Sram Lily ¢ gull 8 Baga ge Gila gis ales 
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2 Clatially Glad lsu aisha | 
CS Sanat) Glatidl, Glaall lab 6 8 Gel yal of cu sha vlla 
: AYIS b jl 
Asa Ud ab Alla plas (yo ods CulS el gure Batali LAY! ads 
+ Adbaiall GUIS ¢ guia od Ighaadl Wadley LY) das: lea alg 
Asay) Ch all y al shall Gallall g AasLall LealS Goals Gye ISQSU cg aLuacy eal e 
» AndLiall abuall y dacs 5 sill, 
C39 Os Ae Aralel) GILES cloaly AsV) Gaskill gay ital yagi 
+ dial devas Ise Ol 5 guccill 
BBs 8 As ya al Ge Goal! gd da gb ODS (ye ull fins Gia) GLI 
och i} Sigua) SLadl aga) cle gual Alglany 5100 
Toy SLBA (gi aaa) qiiell clas ae alld oy tall csileill ar still 
- (161-160,522004 SIs—Ny ais) Gs ood Al OLS 
Del Gye Fe gone Clbiy | yd bane Cilette ats cof Clalaiall clas jiies, 
el Gist Ashe ble 3 Joy) Sale Glaus ¢ Aebidl Cail, Gata, Cw 
4—abeall odgh Ale Lill'y ¢ SeliSl Sides Bg Iba Gf Cus Badeally Aagall dle Lill 
Bale MS y eridell arora vic Lautill'y « 45a) gees ads ¢ be jlai dc yu, 
aay ¢ Ba gall co sive gs CUP Chg Aad Sig ¢ Getta ps gh LIE LI fa Gye 
Ane HL ili aT Bins Ley pala abe 68 ely y MIS Gaia Gi arly 
Aun Aliall Clebidll (ye Le ue Ge ba jut Lgl Anal 3 je Bias Ilttly ¢ Aelia 
G6 
Ada ye US ails coll Sasall Alea gf qeitall Uy gail de DU) cut geal) Slag ais 
gia S) clas) BY! dhe G} sill Sy lsic'y ¢ (cu yaill py phil 
» (2852000 dla 9 
AB rey At geill Gaga Addy « Stall (ot aysall aia Ga yet Lal alld wey 
Atel pac gf leu s Aas li) of Ase silly cl Cae of GAY! Cilataal 
- vial) Gill Abs yall 4a pt) ALY 
cAa ph solely ally ital uri ull sac tls G! ( Rosenberg ) on By 
«Goll cb Autle ish ciiall dee G8 see aged (Al ia! Ol yi lata 
cote Kaila fies A) ogo I satel aM 5S ye Gide alls, 
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SSA plat) ital gle clAY) DS ye tae Gy ST CaaS y Cuil Gyo adtuall 

2 phLeS (8 Gulla! oda of uty Cus ches 

coi Auk ll ital ails 68 uti Shas} WD ye oy ay cs] 
Bate Cult yy Cilale coals St of Sead 5) gucay adil y cas 

SF Gaal AS fs ok UM gall just ally: Qala Bagea og Ch yas 2 
cLelatis 3} Leta 5 DUS Gye C985 Sagal pussy Laas old CG sawed 

Gall ge te OL a ol ja) cing t ela gle od ls 3 
+ adtill, Waal Gils slet_ yd 

Ime i Anan dal (ye atta ole os ya Cl etd Gay: dui Gli 4 
“Ga guilll Ayo lata! Aly gual Go Lash cy Sh 9 Adal 

Gell eat Judd 5ab5 dal Ge Gl sill ode Casts: Alaa hs 65 

+ (162 5212004 cs hs rly po 5 ull ) ceil lal sats g) ol yes cfs 


« AB penal lard Blin 3) 50 2-2-2 
ceed Gaye all go Aly asaldal C4 Ad puccll Ladd shin 5.399 a gga 303 
Os Lele dal ye DS Leas lead Clase Aye yaad (3 Ay ylaill AaLye acho 
OSis By gh Leal y ahaa Cf (i sly ¢ Ayal CLS shad ga ol ul pant 
LLasy O98 SVJ AGL Gf a 6 Gf pally Clea) GLb alll G8 Ciyall aca ye 
penis cb AB weal! ead bles 359 atady « Mls DUS Jal ye Se Gd yt Gf an 
Lan Cyfisalad Gynt 8 cle pols fy Least Classe ul glu 
(arly ¢goills sails asstill) Adlets al yas Lesa Clee yi 6] 
Aeahll Shia 359 Va La plugs JSC 6 Ge jl yg ye Atle gai CY ara, 
> Sl sil ceslall as 5 sill ciate JSS Sale al 
Fils UeSlege sla lybie | plas Sn dard!) au Gyo Siatt SM eb Vig 2 
DIA Aen iliall sae etl dass ay Y} «Gade Set le yyy Sab Gl 
Hol 8 Ot SV tle pall 8 Ql COSY) (pints fay 3) gall 
JH Ala yo 458.0 JS Leal FLY Glen!) gists 4b ying gill 
» (243 (40 «2005 egldic ¢ Aisa yy dgenec (gh penal ) 
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at JSitb Gur ys LS, Prduct life Cycle Blam 3_p52 cod cetiall yas 
2 glile DS ye ally Apalaf Jal ye pied Gill's (lta! (7-2) 
Introduction stage aii) dla, 

cL wm SLiady «By hope SgV Gilall ¢ pb py dla pall ods Gay 
«Call tala (nlistt y « agalatl f Cyasiliall sre Ai; Ula pall 
Growth stage sail dla, us 

lay Coe Gna a pull CLEGYL Gita ety da pall oda Gay 
¢ Andluadl Bam Sale jy Aulle Ale clos « psd cilia y « Geatall cl yes cy Sterna 
» Bade 48 pa Ole lh Ge Cisallss « Ad gull dual) ght, 
Maturity stage ¢ pail ays -e 

desig ce Clad dal gi dale y « stall 599 dal ye Sob! Gye Gs 
(Fone yal isi fai Ady Gpall at Caney Glen) og hue Sha dy 
AT Cle site (cl aa silly 6 Sletcall faury «cibersal 
Decline stage JaaQi 4taj,a 3 

Ata pall os jis abe Sty Ghana Gali} pcg Uda yall oda (8 
Se yy Sy CL Wy Audliall San Gali ¢ cilehall og gisae ye yell 
(Craven & Piercy,2003,p201 ) lstidl ost pctnuall a oly yaliadl , 

(7-2) pbs dse 
CHatiall Bla 543 


ci 


- (Craven & Piercy, 2003,p201 ) : jtvaal 
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By AeLull 399 al js Ge Cass Y (gil 4d all Zena shin 3) 53 dal ye Ll 
gt dal ye daz (oll ull (Kotler, 1997,p25 ) au 
pial ise 4h peo) Lea8l) gle lll) 3453 « a yall ols G3 asl -| 
JS AAS 65 po UY Gguall cll ¢ phy Baste Le gSd Les oY aa yee 
Aesdell 48 oll Aeastly ol AY) Cay ped Gags Adley) dLwwy) le 
Lisa (ATM) (11 Gl wall plasiad le ULE! GIS ali « Laat gi 
Anse] CDlam ails Co) Ca pueaall yo Gules aly « eDlaall Aesth lay 
AGS coll pa slt yy Steal! aa plasial daeal od ’Y) Ob8) Gigs deal 
» Alaa 
Oo We hyd gdey Aerial 4g roa Aerstl IBY) Get: gall Aa 
cole 0 gay cull Sal) j) Ata pall oda Sica s 6 Ba 5m gel 4d penal) GLa 
Jane Naz I al peal (le ALAN) Ga petty oo sey ¢ Lendl ods 
+h yeoall oll taal Guar J sall Ge 585 bo alata 
Se tbl (0 AS cole} Aasall Gin5 5_fill oda Qa: ¢ quail) ta ye -¢ 
% Sus Adliall 6) Sig laa YI Abs 
SB cabal bed Zonal) gle Gulbis Ada yall oda Gir yghs al) Ala ya ~3 
Ad wee Glad joe fc WY) Glale ab Y cual of Lea 6S 
GIS asary ¢ AVI GLE py lala ge Llaud! Shy o Ash ails cus 
» Aaah) cate Se LS pte y Azer} sill GILT Gi 
ols 893 Ge Aba ys USI of Gg ic Nil Ag ell 4 cll Glas sul Ld 
Ol gall's Ate pall oda dest go uli a gd daa cl ful Ad peo! Lena 
 gghly Ghat! fu! oda jl GSar5 dig Ll, Uulatall 
> egAGill Ata pe (8 4B all GLa Ady gucill aac) ayy 
pal « Usb ple IS) 2h penal) Lest) le Cll ga (9S) Mla yall oda 
Oe AISI Cale gheall cy sSteay Y al AY GY « Lea ode asad Ga aus gill AnISa! 
Sage Us plastid glad sf alaeial cof agual apg) Y Gl « Zeal! ods daub 
LG Se Ge IBY) GUS} Cag 6 nS SSy diay sil ALLY le 5S al eu 
peel y aging « lgile Ypaal Abs col) aasld tye Boul! Coll Lely jig dara 
 phle (le Ala yall obs (68 Ca pleall acted y ¢ Gil pty Lead! Ugd le 
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Sarat esa Laid I 

Aotkall 48 poral) Led gle ULI gai coi Lala by 9a ANdDLeY CDLeall ga gi 
asgien al Gye tl Gye |S fe ja ullis Gly ¢ Lede Cyatinndll a2e sab 5y GA gl 
Lyar ill giltall outa gi le Aeyl CDLaall 55 jy Lara oigl yas ye 
peat ash 


= baa yall Qu ad a. 


A aided} Aaa Jina An[Sal cole y Ggull pan cle acct deal sul oda cf 
Bite g Ba gtine Xess ga pat Sill & 9 pill Cy sShg ¢ ALESYI IS Cpe AS pve 
A> OS Latte prints ¢ Asa tl full ode cles Gilad! Gest te lie 
ete Spall dal ye aii ye pes ads (cle 3 pill aaah ol V1 laune (5 gull 
» Aulle ba 50 C3 Lead 

> ped) au dua ale 

Aan aliall y ¢ 5 yuS Gl al Gy Lente Fag tl Guy! ode plas Ca jluaull asi 
03a clad Cylaus 55 So Cyatnuall lel oly ¢ Ad pucaall Lesa! Jy jt yet Y 
yay Lorie ALN y ¢ futawall (68 Ay 98 Aaadliall Gy 55 Cf aT shall Gay ¢ Aaa 
eal itall ce Guslting ¢ Lenkdis 408M) year cy sSay ¢ Leal] ode Guan! cy gudltall 
(24642:2005+ Glee « dia yy ryeney (odrancall ) ie Mintel 


+ AB peal) Clesd) gai Abs ye cob Ast gut Zags) uy 

2§ 4s tl ALY! G's Las) (le Cilla! AS dar jy dls pall ode Cauatt 
¢ A ea5N) oka aya 3h Sly GG pecan! a dy MI ¢ Leal GL Se ol BY) Cai ye 
OPW le 5S silly «bate Bl gal olay Cage leant (Al gy ylll ae taljy 
AS pod) Ghar all Ge le jue oy Sc Leadll ath yb, eile oul uli 
- esaelly clill Quad) fal Ca pod! acters ¢ Audliall 
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» AB pall GLEN ¢ pat Ata ye 66d A gual La) uy) 3 
Cb yo all Sindy 6 ius Aad eal) GLa cle CLM oily Ada yall ods Caustt 
Qe sl ccle lait lI Ca pall anes ull ¢ denis Cally Ale LL 
CAB gun} deal le Abita dal Ge Acldall Aeatl uy) lastly « ailall 
csreig ¢ erlieall eV s pte Absilall, « agileas aay ¢ yudliall Agal ges 
Ah gad Cle Ub J pda ¢ Aan, sil ALLY te 58 sll ol) Ag oll Galata 


» bide 
+ Ah peal) Clatial) j ydat Ata ye ood Ai gucill La uN) 4 
He cal alle (8 Ah ell Lesa) he GLY Anes 9 555 dda yall ods G3 
Bas col) Ca peal Blaby abay Lowe Al phuall Ads gall ALY y aga) Gye ad oll. 
dog) 58 6 dal oe Gb of Gta dant su alasiul col ¢ Zerall oda 
chy « ABLAY alsa Ge Qalddly ¢ GA! 4d weal! Glas (le ALY, 
Os) se oil 5 Slabs dub tape Glas 58 cll gag oS ILM Golisy 
i} AB ped) Glas Upuay pied Ys Slalall ode ob Y Gul dsl 
Os cillety Leif'y ¢ Laid Aesa) ihe G5 Cage Led) GUY Gf yaa dla ye 7 
Lard eral y Gaull 64 Sl pci! Gye 480d (SI bate dual ful clad os poll 
dpmane teeta dl) latiall gb aa gill Je tgale Clb!) daub pl suse 
(246 .422005« glide « Airy, 


2 Aad aad) Cass (68 EIN 9 OUSLY Cilaal 3-2-2 
Cus Slat ode sight ol Ad weal Glas Gi ela, SRY! dlc Giggs 
A292 (hg 6 Ch pall (gal Sy gull bay Lo jy ¢ ALMSiny ALLE Aalec Lei 
ASL 8 GLY! (ol) Gh eenall gist (i) Audliall ban al 5 db Gi dagen 
ALS Gye je day Gapall gil jl Glale ¢ Ll Sal ge lay ghty Uh poll 
8) Gyles coll pghiyad pte Glatay ¢ ull! gil jl le Ubilaally casa 


(Bernardo Batiz, 2005,p13) Ay slall gral) ple Adina sal 5 cclillry pudlill (5 Lact 


Aud gall ARYL lal! Lully Lys Wile 25 poe! Glad) yy ght dle ach, 
oa jehy Ci penall BUG) yeisd gle Absilaald ¢ Jd USA Ca penal Ipedy (ill ibis all 
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Bat Ss ¢ Caldas CHL) cles Gullall Gil jl abltial I (ga) Lea easel Gaal (le 

co Awad! Glass) jy ght Alec Giagig les ery (ill Gyull oo Audi le 45 35 

2b peal AY LL! gga 

» CALM aos Gat 

> Ch nad! ore (3b5 Gis 

AMD G gull gb Ah pucnall Leas Co Saleill ane 505 

+ GST Aude Ci line Lasts Agshtte Jb pune GLAS anit AIG ads 

+ (2572 2004 ¢ asaya} Js ¢ GIS Jas) SOY! aut 

Coy 4a Aa Leste Jud puna! Laat ost CNUs ISU! Ayal aac, 

Asrall ode Sail delat) 5c ally ¢ Cajal) aren Ji ye Laat Ad penal GLa 

4al) cede ¢ Lil Ct jacall qrbtiny Letic AbaG oy jul Ibe c Agia Glass) Ge 

WereS 5 Leasty ill Slarall'y ¢ dae gis Le jul e ye gh Cpe Baby 3 jis 48 pure Asa po 

fopblad Sati Ol phall (ye de gene US (ys 4d penal GLa af dahee eis 

¢ Alle Ayes Golios SI sane ISH Ge Coll Jety: UN at day -I 
wt ESAT (gle puaall 328 Slay elias ¢ gil late Aub dal oye 
- Cssiills Gsinlly CG pdlicll sf ctiuall (reads 

sais HH ol) eae Gast NY) ji thee Gantt: 1) sae gel a 
6 ght wll) A thell bay al) ld satel) dod el Gla ist aly (SI (Ss 
(124,50:1999. all, 

Soph Ab peal Las ob CL y SUN) dal Gye duulul Sloe QD alla y 

heal asi) Cun LIS suas Ai pas Land ilo! cob Sik cg ll GN) Gaal I 
ely cal « Basal Gl gt of tlt BI OU Cuts el gus Byte Ad poe Lead ait 


Wh wR 


» OL aa gS Asal fil abate! 

Os ¢ Ad poe) Aral dyes!) (patna 66 GDL clyal: ili Goad 2 
¢ a jpmnalic 5 Yeates Cus (ye Let) Gye tial Lesall arene dale} CDE 
Jiaiy ¢ Anadall Aeadll OSs ol yay ritiswall Geary Lele rary Ca pus ill ail, 
» bese ceutls Cusanilll y Ssreill oy Syn 3 Sine Load 

DLA cys lly gage gi of LILA Atle 2h pcnall Lael] hands GUL Jaa 3 
A po —el} 4a baste atl sds UI jay Gailiad dilal Geni CdLr3 el jal 
Aabaall A aleas Ca roel ley pals (il day yb cle GDL ell of Latta 
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428! au! au105 a (Product plan ) Geitall Abad shoe} cyare ld « cyt jl! 
Audliall pra ants Chay! sere cle ela ald ye Aly pull Agalls clyid yaad 
Ct GN SG BS Shatiall Gf Gye SE, 6 gull (3 Ga pel Legals il 
Gay ¢ Blyth (gb Sucill Gilad Gavel Audliall Glo Udy 6 Gyall Glib 
» AL saiall daoa sll Cpe os gine 
Ll 5+ Gias sill Ae la Glbeall glayly SIG) of o3DLajy (Slack ) ytery 
opie 8 dll a ee lige clin hati GLdkidl Gad Sane 
- (Slack,et, And Johnston, 2004,p7 ) Jlec YI 
¢ Badal 48 weal) Gloss ays 8 tal GY Lda! Ca eal Sl ol Jal cay 
OS p29 6 shill Re GS ou GHL3I dea toy yee GILG GLa dhe gli 
St) Tihs DLS Co ily 5M Ugbe adi Ca ges A Sasa atl gly LI jal 
» ital 
+ AB paral Lastly latiall 68 LSU) pte SB gall Lal gall 4-2-2 
4teat Lin Aasaly ye saads 4d poall Ghose gd EIU! s GY! jliy 
cle A peel Aegall DLA ISNT gyn Aabee Gi 5 gall al gel) Ge anal aia, 
¢ Capel y pS Aili Gye NSU le 3 figall al gall oda aulas G8 CuLill Gye eel 
SSN agora ig LeinSiy ¢ pisos Upiewb dal ys CDUY loaned GIL ai YI 
Judith and ) leita: aula oda yc 4a peal Shur gall he desl ae Sil sus (oll 
> sy LS ( Hairre, 2004, P28 


> 4a GN dale 1 

Cay SRILS ¢ Aegall Atl y Zsa LM Akal gall y bel gall ane hs 
Cl ial okay Ayal II day pills ASEM y deci) y ¢ SatLull Ald), alasyl 
AL Dud LEDs Gye (See Gla sl sual ole) QA fiat Slangilly Gayl) yi 
Nareill Gye (Say be 538 Crist y (ya ill 


> Agta alge) =. 
CAB reall daaagall lye gies (a) dy yl Ayalall SI ill Gl lal gall oda gf 
De (ys Asa all pong ¢ lull co oY! Leailly ¢ Arathtill 48, « ceil Sigh 
EL ich oda gc elas LSGDU Lb sol poay ¢ dad peal) Away Esty & sill 
2385 Of Ag peall Aen gall (68 A SUI Adee elty oy Leal Glo all Chencall y 5 ll 
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Lead Chewall Las (le lett) UU glaey eine Gale JSt le alastal Stills « 3s) bls 
Anes pall A NSN) Aden) Ae (gd Legal Cl yall aah ysietig 6 5glll YeuuSs Ley 
» Aa yueaall 
> AvalSN Sal get = 3 

ANY s Amal Lal gall She USN (58 855 Gl Lal gall Gye de gene ty 
cos « EI y ISL ga oles pgsad Guill Guile sally « el adh doolall Us lull, 
ge A pall Arete) ALE 99 5 yy Linge SUSI gn ola) Chil ge loans fai 
+ Areal la pall cle sitles yt gf pte tli al 9S sill play ISN) duoc 


» Hel cob (Ss guidll CLAN g SUSY) 3-2 

a Aras) BY all aah ye SLY 8 ds pul eluyls IGN! jie 
Seal Sty ¢ gilatis cl tl oy Sleiuall cay « Uglies yy debiall elas cle fy 
Gs Byte DL | ase gull cabtlec y Ss gull lene Gd Licls daa Luss 
bss GA cha gull cea jal jaca: Cpa tush gh ye CLIN y « Calls y Cileseal 
eddthy Alas Cum ye teh LS ¢ CaS le uoliall 3b) 93 Leds « lal pI 
»Adbidl WS A IIa sal asl Lesh jul aloes, 

Lbs ate ooh dant (A « Allall Aelaiall Cay hy fh y a jeall QIGLall gy Las 
sal) Gb Y sf Abia Qh din Lb og gd ellis Shs Ll Gund Gaull 
Lis fly Ayal) GN Sy 6 Guadlball hast sul, lls Gasall os 8S ba hh Gye 
» len! gle sjluall 3 

- sual) Wr 3 1-3-2 

QSball Ge Mga) Leal) aay AI Aad giall ail de gee 4) yell Cis yet Sas 
cobs Adee Asie 5 58 DIS & shall Gye Salta of alastad J DUN oye Adil 
eld gf abge Je Lect gils cle site cy Ugblis Ly gf ally ate S229 Ue (Sa 
+ (186 .42:2004 «.ca35 oll ¢ os) youl ) ApleifY! Gui! sill auedty 35g od 
Comey ¢ Elgin all Bi gay Get i Clea ys CDE Gye peaall Qt saa Sas, 
-etinall hi dan, C96 Eg pall hi dgns 

cent Antal Vactinns GS) (sill SLall ye tial ull af Gle yea) OY lay algal 
Ome Ld cathe yy dilate ut of aig all dasa J aad Cle Jgcoall dans 
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G2 i Binns ABMS Lys a fia all Aull ga aul! GB gy pall hi Aga, 
» Gla Ulta’ ab Lay lsdll 5 ou gl 
Cane Cd aciaall Lely: (i Aes 50 gh jaa! Gd actaall 9h dgay cys Ll 
» Aad al cals dala 
Gare Kase J Rake Glo Juan le gh cg sited) andy gill ldall ga pull 
(239¢4261999: donee lane ) cllgiwall 4352 yo atl gy ailis 
6 paeetll Aula Mabedall Ch lic Wy debull Gye edd ead dle bt 6 cus 
Ca sills Apa! Cig sbll'y « Audtiall ys ¢ Sally « AalSall y ¢ ull! diy ye chs 
» leu! aba all 
THe Y yeniill Alec Cy gtry « ett CW Guuliall jell arog Adee ga pretilld 
ADM) NS ibs al) GU I yy StS aby gael ff Gl aS ge ane aul 
2 FNS 9S Gt sme Gall cod lS Ape Lig 6 Lalaall (68 52 50 gall eidk 
Lest d Legsy Ga pail 3 laf Ady gece 9 Gt OSV) Canal) co yng o Libel sJaYI Ady pune 
Astis all Gila pally Abeta) Lut alls aba § dual atl 8 age p50 Abs le 3 yi 
«peed 585 shlae Oe & jell Aleay 6 pel) yet DLN Cd aes y ¢ auasll 
OSS Ld dabaial) 28 pail Ay gece Cf call Gal Cf Sy pili Le GL cle, 
¢ (188-187,0:2004¢ 65) gall « cent5 pl ) 
Ad staaalls AyAg i YSN gps Cre 9S gfe Labia Le BL dbs I 
» Aa shall ud) 18 te 
bats y Latall Bay) haaaay « dilanls al SY) ae Cas gucill Syfol days - 
ADEN NS IY) Gar Gals) lal 
ME fig plu) ili g Gaga puid ae dpaalilly (patie pacts Abe gle <— 
» Gall Bay) Adj 
Casall « atlas cole ath sill aes oll pats ald e Co penal Ga geil 3 jal sede Ul 
es old Ch pe all Lglenty all og AVI lig pee ally OY geal «a gual 


Aa JI 
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Aaland Gye sly pgild Agi) 6 4d nal) leas agit wt aie eDhaall Gh badl Cus 
ct Leaky a att gall gf gill as a pucnall SS ye Lally al ¢ Zand! yes SGU 
A LI od ELL y ISU gat dot lI GG jleeall Gd ally, anal) oll dias 
gills « G5! al Libel) Last) GS Sha gay Lis ast gS Gal 
AB weal) Lorde plasiul sic Yule Jpaall ai sy (all ili clea! hs bi aga, 
SAS oi gl USL 4b penal aGlead ew Gd elas ISU) dul Ga aul GIS Lis, 
CSaz « giliog atl 58 Gyo reall dad sis Lay Cera ode Lad Cur alas baiall oy i gill 
Nae ie BES ced Cb peel SHS) 1) Lc Aad eal Leak AGH] pt ale Lgl aay 
Cell Ga Ale J geo all Leal ai gis Le Gaur 3 gad ll gs Cages ald GL ol 
SLM (ile go SE Cpe Lpagal Ga ghaly Aeadll os giswal (claill ail gly ¢ al Aosdall 4d wall 

» dna Salads (cll 


» Jee) cB cyl geal FIL g SUN) Asad} 2-3-2 

CSI —e Gl Aas gale Balj Sle) Gob (cds gull Ela SIL! dual Cala jh ad 
Nad Gees gid) a oll usted gh peal GY 3 AYE ASV) Gd hp gual 
sloth gs pall Gill Glasall pas cle nS 8G al jeull Gf US ccdaial 
» Apsley! Cle y hall gd jlesOU dye Yl ode Cube| oi wM ¢ atuasy le 
Aabiad Abate Gyo Ci gldth le) G4 (chs guilll eI, ISGYI dzaal gf) adh, 
Ob Ate Las oth A labial dal gh (all Alun Cail gall Gye aeay ¢ gyal 
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42 ght Le alld (ol) Ctlions . pg] Aetdall 4a penal GLorall lal ge aalayss pal St, 
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oka GY Lj Bae 2a, 5 yghal Gye days gle USLde cle cg ghty Lay ile gledl 
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s eilaiglcall ks 
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Caled lel pli) Gb siuus pus aleay ygudlicll ogy Le ddyes le Slee YI Glau ye 
Leguailie Gye Ay peal Ads gull ile glad Aaatin Lalas § yuSll Cobeagall (ity ¢cysSlytuall 
(93 « (30 6 2003 ab siy « Mey) 
gaa! ¢ Cla gleall oda fie gle Jpoallsuse plas gle Ci jluadll acied, 
SSW AB peal CL eagall ood Gubalell Cuil pally Cade gl jSinn 
thy pty Cle gles (yo tharos Ley Cab gill caled aed Cun ¢ Audlial) 
BELAY Ase gucl G8 gl Sad al Gye AGY dale ¢ dude Cda ge, 
cA yill sl Sbalad ye Cle gleall |e Ludliall 48 puaall gill coal 
As pad) CI GLAU Lage | ytacae pgusiil Ludliall dl yill sili ge tery 
JASN (le grant All (Sars « agileldial, agilislics agate! Gas 
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CO) OS Ostioley Gril yoy & 58 el prey Gude Ge pga) dill gigs 9-2 
Byes el} Ann Sell 4_yA5Al Legs jalinns ¢ Cle gles il gif aglS 153 5S 
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eer stS—2y agil arte (DLA ie Clo glaall Age “jree a y oDLeall = 
Om he A Bd ol les sie QA 2 LE DLS yo lI GIS el gua 
cel Ae28) Sym cial) USt2 age gall cp gS Gyan God aga lS DLL 
» Ugie palioy (gang lei silty 

Ale Yl al galls Clie gleall odie cy): By gtiall Gila gleally 59 lil) a 
Je EN ¢ Zap AG gh | paces MS Laila A gull ge 3 ptial 
fly sha Ge Ailasall o ptt Lab e Lg ge Ul gid Alii Le cgi 
Asi) ay 53 Gf CSy Yale} (8 aie Gh Lay YI ISuly Lal gladly 
« Ange Ty pun ike glees Lusdliall 

Anpieall dae sSall sjeal Gans la jut ill dy y gall lta, yy te -, 
CLAN 5S yoy 6 HY 5S yall lil She 6 God penal LaLtally 
CmSay A yy Ey OI tall Gye SSSI laces a alle ILE, 
» Ayill Lyi SHAS CY 
Ad pail) Slee Yl diy 64 Audliall Yh jr jet day elyill Gye dl, 
Le Aa yn cole Alain all y ¢ Ausileall gill Gis jlee ae gid Quand ol 
CAs Lily dead CB od Cad LS 6 Seely CII Gye 4g a gh 
Au ilial dy ill Gie A (ll Ady ll Gila gleall weal dawadts 
+ EM ala Cell elias all gg pill’y LBW) (gle Lges j sig clglilat, 


> di gudll) Cigay alles: Gut sai 

CNS Slbeall Gye Aube (cle cg ghats JalSie alles (gil a quill Cogn Ca ei Sas 
¢ Dine) ¢ A ttes Fb ge 5 Se Ye Sika gleall gen haga ¢ Alu! y 4uiadll dahl 
- (174212002 

Fe All Ga pull Gila glae ali dye jill pail ash Gy gut Cuyas als ced, 
Cala shell GLE Gay ¢ Aakaiall 6 (gis quiill fall atlas psgaally oDlaally (Sliuuall 
st Basasall Galil Ge ofS (le GG pill gf nel. Cf Aad pad Ail Gye Lge ty (tl 
see 


86 


eet Rivins Reserved = Library of University of Jordan - Center of Thesis Deposit 


ce Agle Juans be (le bib alice) guy Y (a pdll all ate Gf disiall , 
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Ce Ail 53h 5 ya fall Ay pull ile gheall ofc idl Asta Cdl le els aj gill J 
Bgl) 4a pad Lghlaty ¢ Cle gleall obs ay ji oly pbc eDleell Gale ye y cyusliall 
ENA GUS a 5 A Age LEM Asta co gill AIRS g Cyasdlial y « Carg‘ineall 
Ag glS J Aeteial sf dale os 8 Cull ol gee c (cds gull 
VgiSeng AMIS GS i (64 Sy gall Bap coal Geds US) ile glaall oda Sil ack, 
SESEY) sat oLiadls ¢ eDleall Clalsisf duty gles Lad Lashall Git all Stas! oye 
¢ aimed) G gull asd J yn 3d shall Cele gleall y bbl s36l8 DUE Gye (chs pull elnyl, 
Lead Baila) CaaLaSY) shea yg 6 (gd puenall guall (patliod aa95y 18 gull poroall (lat, 
¢ eDleall Claladl Syn Gbul pall elyaly © 4d peoall Cillaall'y ¢ Cilassall aaa alas « 
SAV) A gill 6b Audie Glatielly Coes Auto, 
ed 9 5 Ge AS cletYly cial sauce Gob asad ol} ol giall glint, 
+ GM NB Cy dag slaall Glory Clete (4 Apu agile yy agilalas eDLaall 
col) CLGLYL Aly « EN y ISLE DS Gye Lgilaas B25 Quant Al gill 9 sity 
2 abs egies agilala 44 pred cDlaall Ge gl if ADU 


~ Cgallal ¢ dual -j 

+ Coaabliall Gyo pgudes dt OS yy Gull pall a 

AEM JBN3 Cull gall co Gy othecty Cyl GyglSlall pdaall §— -¢ 

pole orela spall Cle gleall gueal oDaall Glalal ¢LGuYL chil ody Gus 
Siler ll oh_gs eDleall wy 5 ole soled CHI f laced y ¢ al Ali Leal pron 
Calas A Gbetall Cle gleall peiall SAsttLy AGLe gleall ALY! obs ject ¢ Cletiall, 
eB SY Clie geal solutes 6 Asay yudll Cyeo pill DDetuls Adbecall 5 gall lis, ¢ ¢DLeall 
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Gao Abe MZ assH plastid ol as Ssh de genall olay: Cypbdlul 3 


Lille 9 « sya) GI by! eu! 531 Negative Word Of Mouth 4..3)) 
» (6A) Fie pf Aa gets Y Cus Leadll pads le yghiun Le 


SSiy li gall JS pail p05 de ji agul de genall Vong: eladil 4 


Zeithaml & Bitner, ) 4034!) pris uo eal (I Cygl gat hy « Lug 
. (2002 P:169 
cp Dhall Aashall Aasdth thet) Gal ce duct sia) eatay ght) abies Legacy 
Py SS Ny Adal AGN Ash a) US oye Ugud Lath cana Balel s 
. (9-2) 


89 


At Rietts Reserved - Library of University of Jordan - Center of Thesis Deposit 


(9-2) a8) Jsas 
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sebiib hte cmeaicinaaan deiaticthec high seinen bed a ntibaan £4 


any ass tala 


A eek iim Ae eel Maas Roe 
syncs 





T., 
a. 
a 


Mnaicntemterss we Ga HEE 
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. (Zeithaml! & Bitner 2002 P:175) gl) SUL Cota) sac} : jaune 


C) gb fas saris Jal ye Genet el) Gila ded) fal gh Golull USAN oye Les dG, 
Doing It .,=—I¥i 4 teal) ie eisai JSAM Lara) asst ca Leal az od ual 
ood GUA! Cr gaa GSaall Gye 4] YI « Lal Stee eter ene nae 
coe iS A Aaa tle Gaeta sl full agay Qe ay Y ull ¢ Zonal ats 

oe eee ee ag 
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ce ill ates ol Saal ce ig sSiaill psy AS Azula oak yy GrreS all philly 
BJM le Gtngy « Mita Ut lo claally « Lesa aii ell Ciss (all Lbs 
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Ce LA 5 Nah arbi y Us! oda Cpe bpd!) LAGS) Ty « gl dasa! GLasall 
GL cyanea) USI tele y ¢ Mites Lesa! GIy 2d SLi dash Guy! ode DD 
os Saks oLicial Le sad a A gill Gls (altatlyy cli ag gy eMeall Ly coll coagy 
AB pucall SLY) Ais ood Guadliall Gye Laue Ge La jad Auli 3 jue Gu Jags ful 
t Uke CN pgs Bans 6 coda gud CLAN y SIG ould Sa ali aa La Lub, 
SI guetlad (4 AKA ily Sartell Glatially Giles) ase gst elas NSuYI 1 
rigs lig detiall lati, GLa jails ye 9S os oll US) last! 
Apu —Sliall 6 5a 5 addy ¢ eee) GL altel Aye Lge gt 
- (Scherehon, John ,1997,P407 ) 
C8 eS SSA; UNS sal jy 6 Ada Glatially GLaaall Gyuass si tlayls IY! .2 
+ Leas uly ¢ Wea ge Cyuund Caags 6 Le jealic Qa Aja GI ed Glas} DA 
+ AB eal) Clatiall y Oberst a2 5 silly c Garg ¢ Glas Gig lUY, IYI 
+ gold gail EIN y ISU) aaa (68 Label 3 Jay) 50 
cle Abilaad al Gye gad Una canned sale ye Ad peal Glas Gill y99 25 
DUS Gs 6 Fd pee al Glare ars ltl ath al) eLLSYI dalleny « eDLeall 
al cs agile yy pgilalial duh le aally ¢ Maal tal sil, (5 stS2u alain! 
» Aga Yl Ay laall all Asli 3 jul gas 


2 Aysbliitl 5 jaall a gga 9-2 

Saag Lath Alay (68 8 Jay) Glas (8 elas Apudliill 5 juall » sede fa, 
1985 elie Small Naa (8 Adl'p0 DIS Gye lead! Ihe 4 Glalga! aad Ge Uh Porter 
» Apailiill Qa Yl auall 
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Se GY hbe Gabi 6 dabei) 6d Ug (le Asli 5 jal Cas yx GS 
Jal He Spo all labial obs ibis Y Laney Aili Glau gal dike 
. ( Barney And Matar , 1995, P12) Glloell wlth ale 4y yy pcall 
CLS Naa ye GAY cle Goll Le GUS Led AHS: (ll Aaleall Ugly Ya pad (Sas ull, 
Amabiall 5S Sy jill gh Canglly ¢ Aga sf Auage of Lest OSs Cf Cas 
al SAN IH eV sly 5 sill gd Le My Ryall: Me alge Bae AS Gf Lule ests Ludlis 
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Al All GY slaall Gans tae be danas yaad 99 aa il) Gala aad pI Ide 5 
hls CY slaall lb Gay cotta Gall cd Lule GUY Jaa a} oly Ley cals 


2 gl) aches oll CA geil 545 6 ay) gall Gulu le ASL LI poll Cas 

Petertaf (1993) , Pandian ) @isaill Ida (4 pgally ¢ Anudlall 5 jul wluls 

al Apadlil 3 jyall | panes JS (All 2 gall of YI ( (1992) , Barny )1991) 

Aabiicll Adal oy) gall aggde Ge ped V5 « Aide p gga lel OS 

- (Naidu & Prased 2002 P 107 ) 

I See gb Sis AD og fal Ueda call Gull le Ul jell Gnas 

OLS capncilll Ihe (45 (Porter) 44 ela coll Caseig 9 ¢ Aueddiall 4als) 

Ana gllaall SULA jy gactd) ciel) Lesa! Aas) Aaadlall U1 jal) yeas 

Porter, 1993, ) lgin dad's shy ( Aire dead gf etd CySleinaal Lesall 315 

Ape SL Ll pall Capes alSie lyat ULI olay daly « (pp, 40-43 

2 bls (ir guilll Plas SIGN! ge 4acLi 

peal sal la se Ge Le jad Al gill pb duals Gyo gat Aull) b jal Gf I 
» Ayal) jul | jaune JEM Auolal uth, 

Siler Al) Baga DIS Gye asall adie push Gye Gia ASLO 5 juall Gf ze 
- Gilatiall , 

Aman DLS Ce tli Ley het al Al 3 jul fly Quill G3 
» Calacll 6559 Aull reall 
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- dnc 
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- ( Alter, 2001, P57) cy SY) Quudlidl ye les jac unddin 
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Cilalaiall saihius ood pg Mh yoy Cilagles fc Sane cilelady « dane Cd [Sd y sasae 
Ligijne Sj ary cL) Lg) Qeuey Le Bane Glatiny Glad II le Lipa ja jail 
: ( Nigel & Neil 2002 P22 ) ls) 28 QM SAN) Caine aby Aili 

-( Bade alge Jc By ghie sf dane Clete) Glatidl, GlLaslb lay) 

+ (Fare a8 LG 6 sf sure chet be lit) Gla IY) -G 

+ gaat oY) IYI -¢ 
Mabie cel od Lela, AISI cl yall deat G4 1550 Ly dadgall Ge nell gas 
ct cL Ass ISAY! ode OSI 6 SS ye Gh be) Ga al sate IF Gubi DE oy 
ie eas Uf Se All al gall (aes Ta Gold ple Stay « Liat Aud due f 
Sey Cus 6 Ankiell Jala cabeitill Sul ¢ gh Sie ¢ Azclaly LIS) OLGYI gels 
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Asie ji} Sally CaISI (lis 4 Cussle ill (Point Of Sale ) (ois SSY! ull 
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4G yl) Shee! ge elu, (Transactions ) GleljaYiy Gbleell Lan! 
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Bain UgiSed Cus ¢ ple JSa dpordl) Glalaially ¢ old SSE) ca jlunall dra) ally yal 
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AA SUV) cys SLA shall Apsley ue g AgalcidY) pili anci G8 basal ye dalle Cabs gue 
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- eDbenll Lan8) de DU CHelESM y CH leall agutlly pete Jay eDlealls sbi, 
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(Zeithaml & Berry , 2000 P36 ) La gale Labs 
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- (Lovlock,2002.p35) 
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- (Lovlock,2002.p35) OAS coll oth Ge opts eLadal Cys nS 

CS Cg Lnaled’y day all » sede I} 1985 ale Js ALB GL lal as, 

Zeithaml & ) .-——bbs cabal yall Ie fi Cue c Leal Gb ol Gobi 

:(Berry , 2000 p36 

ve DLeall Auudlls abull Baye au Gye Gemel Lead) dage audi cg! 1 

cee Ay daaall OLE S yas AS Ea Gh GyaSy Aaaal Baye. Ly gf 2 
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era at Lally © Gauad itil DS Gye os Y Aaaall baye aut gf 3 
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OLSa¥ ly a} Casall sag ¢ pgilaliial Aub ge alld Gy ySry ¢ eDleall slain 
ere Glabial ye Ci: Le} cle 4g peoall basal old Gis ped aisi 
ode Zh cle Saal) aie Baretall Gils gleall jolene Cpe agile yy Cb pucll 
ed jp bi 4atiey Al aly Ch reall alge Gare GbE SN, Glalaayi 
odgs elas aic Ua J SA Cagis Alle (8 deal ol Gea pisty ¢ GlsLéa yl 
Asha} Ast yd Gs SSG Lai) heal! Lea gy (al aaa Gy ¢ Glalényl 
Qt 4a sal! dead! Lares 4 jlo (word of mouth ) Gaya! ae saYLucil s 
Asad ass Gls cllitly ¢ Ao pool! dent) Ayal atc Lality Al 4S jad! 52 gall 
perl bed ss ga Sa gall led co giaall G1L5 ied b jacks Sage 1d 4d uae 


“| 4 2 & fe ow 


at Baga coiny Gilad gill edgy eligi are Gf Cus « LES G5ii Glas ant J 
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> Ab pall Lath Sage alad : Ltt 
ADE Ou Sardill 5 a 6 Ad all Le28) Saye abel gosdl GY glad! Gores afl 
J 5——AN 5 « (facilities ) CDLgatll y ¢ dun yale!) Ayla Gal gall: a Sagal ola 
co} AL ey 4nkll Saye peed Gf (esi Nay. (12 Ga 61996 ecu « Guy) 
+ Asad Slat 4y py sill lal cs sie « (outcome) gill 
» AMM Baya) cos GA GV ae: 4 pel! Lead Sagat Glass ellis, 
gets GA GAY sell) Lol 8 reall dasa of Vols Greet gills + (technical quality ) 
4 esall apr it glee pit CAS Gyarois sill, (functional quality) 4:4 5! 3a sath 
adwde Cu eliill Auec sill lhe (Sey Cus ( Zeithaml & Berry , 2000 p43 ) 
cole Ci ging ¢ Aesall Baye cgle pSall fb aulay age sell 13a Cf garg « Clueelly Zoaall 
Zeithaml & Berry , ) ic (nS gL) aus yy Gb peal eDLeall adi Gyneall Gyre 
.(2000 p43 
physical ) 4s! saya: a ole 28 gst usa 46 pad! dr yall Gf LS 
Ape littl bay ally ¢ AB pe all Kea aya iy Abinall Aintls GL I) (quality 
ce —aall'y Lert) pate Gus Jeliill Aylc ii .,§ ict . a! (interactive quality ) 
Claiyl of Gorell 5 gua s ile ly « (corporate quality ) Askiiall da 50, 
- (Zeithaml! & Berry , 2000 p44 ) aic (sail 
Lgatdton iy oA LY) aah 69S of ell Li! bal ge Gf (yaedll ys Ls 
5 gBy Ci pall dani gd ict ¢ Aasdall Ai pcoall Lesa Sage audi sic eDLenll 
Cum (ye Aad gay ¢ Aratiy ecinall yp gh ci 4s pala coil Jelill gall « (glLall 0 5S yo 
ARYL ¢ eDbeall lil pile ye Abileng ¢ Alec Se sh reall J jie ye oan sf 4s 
Sl golly aig Lad oy ISI ¢ yaad! 4B seal Ie hy Cus Lil 520L GI 
- (115-112 U2 1994 cal « Mas )La pis 
ail gill steal of lls Sic y ¢ el pall J8 SMA aie Ligis fy gas jul yttey LS 
Aglia) Gilead puss « Ad oad Chabal cle GY gerll jlauly ¢ ailaslly yay ill (le 
+ Clattall y GLardll da ga] | pige dtintiwe umand gf adr fie 
2 yb jucoall Aesd Saga ual : LM 
eetlie ) duals « eDleall labial dub le Clee city Antal B.ag> a sede Gy 
CB God AN all's pbadlig Gy giucty p gall eDheall ly ¢ pcan al 53 4 agilalsialy 


98 


tT Rietts Reserved - Library of University of Jordan - Center of Thesis Deposit 


ogy Lees Gy gall ey gd 6 Lesdall Lar8ll Sage cs ginal Leily ¢ Gund Leste) Clara 
» Alle Baga gh anil ss Lary agilalinl 

AB oad! 5250! Commed ¢ gill Calon) ¢ Ubi ls eid (ill Ayllall duilill Jb Qa, 
> Ata LSU Lala Lyd 


A Ge be Cd AILS ye eel ne hee OL SS GN) tins 
dalled Jil alge Gerad « Waal Calls (nds CD Gye ull Gh peal! 
BY) DE Ge ia eal Gf LS 6 g MSA Aatleny 6 Saall ge Gli asl 
ead ed Ca SG Jil gd tt jal ¢ ate edlee Gabe gle sel (gill really 
Ba CY ALS Gee Dheall cal Ch pweaall By gee Gee ff GP LS ¢ danas sll tLu oll 
. (Rust & keiningham,2002, p59 ) atlas! aaa sab5 

pleas sy agilten Quundy cylelall cla Quauad od WSL: Qables Buitiay| 
ree Juli le seluy ¢ suits al sinks pgillees 2D15 peililla plaaiul, 
ee daa gl ani Lalas ASYI gid cy « agus ys CAMS Uhlig « pail 93 
» pgilioliy eDlacll dord gn5 Lua go 

Je—aall olicls ueall (cle 5S sill dual Syd GS of adds pdUatly butay) 
C) Sey all glial 4) lta) duel oS I US 6 a eaall bball uu ol 
gst ol cially heal cl (pan Asd penal! Coral srgadc Md Cpe cliall Lgsiny 
» dalaill 

asd aa alaill (cle o pu} (DLA Gyo ll sglary 2 pdlarll sYy le gual 
» cil 

seal Gladd ¢,f litt Aascl y Alas) By gue (als 

+ Noatdy Wy ght ple Jaally Aaadiocall Len ol sisi) Quuuad 

Gobi mad os joes ly ocd GY Lyd a YS cea 5 gt 3805 GC 
ol pein g ill oli Lig cl sual iormey ¢ CauMG Gadd y Ug Cyantl 
De Bs gh 8 pull Ol petill de uy Cd Gy chil 3 JsY GSey css 
64 g00185 Ad pus LAA ye Aad Le CN oe BG Y Gf Ugale cyld ¢ 4s preall (5 gulls 
Cf Letts gis Go cgectits LLG (A deed Ley) Las As ol Laat ld Sell Cle dy 
mesh pigs nol Cilatiall y Ciasal Slee 4d lelads Iisa) nat 
BN th Cy ¢ 28 SSI Analy oy ghia y Aelita Autle Glalal Custairy a» iy 
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cee Lagan | pge yfiey Hay Santell CoLeaall yy gla AILedy AL eal y wll 
. oe! aig a paral J} (gA4 


2 Ab eal) Letdtl Sage Cubs 

Chall Ga ae ¢ suo gey ¢ ogall Cyne 5 Le 4g poll 4er5l) daye Culd Gf 
Gye Cilaral} Cialis (68 bay) Gaile ye Aun gies 4a phy arsine pit y ¢ Aaa Gye 
- (10 Gee 1996 6 cuts Gut) Goal dab 

Bigea J (servqual ) Ugte (ally QIyVi ¢ Leaall barge Guild) yids ph lle Gf 
Assiall 438 pooall Aasall o¢Sl pst ye eDhaall Ghd gs eb ye aii (ill « dana 
Sar 6 Gay —aill Ie untiders ¢ Sagal yaladd Gud) ab) ardiune « Lied 
Cr GL bw sae 4a ee DS Ce 4d nell Lara! S290 pisiaa es 
© (11-2) 8 SSMS Canal Led hed cla, 4g penal Leal pDLeell GL gS 


c 


cet Lala 9S ol Say Gill C gaill Gye Megane (ye Ad Se LUI dis gall gf 
(zeitham] & Berry ,2000,p45_) <i saiall oda adlis « Agile bayay reall doadll liad 
388 ¢ Caled Fil 03g] F_J3Yl alps) 5 Lea) Baga} oDleall SLES Gud saill : TA 5 gaa 
dalins call Lag ¢ cs siuuall Alle Ag poall Anadll Sage ecdle ag’ ell 5 Jal ubid Y 
Bo gay Aer!) asst Le DU clad Gaby giue Log ¢ eDleell labia! Aut cued Cpe Lead) 
sas pal Of AdLal Gly sl 5 puleny Ga ylieall eDlead COLMA atti Caf ad. Atle 
CLASSY) ulead (gall ebaall'y GLY) gases cals ¢ Aa pull ge Aad pra! Lead! saga 
SG Y Bh eal 5a) Gly « Aah penal Led da gal uae!) audi sic dw) Ue (3 
BAS sass gill GA 6 Aygo eal falal pity ¢ LAN odgl Daal GL g 
B gail) ods Lat, ¢ Ab posal) Aerdll Sagat b fay) ull pal y cDhaall leds Cy 5 ynS 5 gad 
Suge Gee ab lane ye oye ld ST el gare Sagat Ca god BJSY) da gs Gadd Cau 
Gets gf ¢ oDLandy cl yrall Gus pdlrall aladll Ualis Basal gle 5:6 fll le plasiul 
Le] LS 6 eDhaell Cdl gall Cpe Cale gheall oda Jai dace col pralls Guild gall Gluatl (pads 
» Saeell gee ales a A Way) ly gual 38S Gauy Lis 3 
6 eDbeall lad gil 3 Jyh ctl yal y Lied Leakall Lesa Ciliccl go Guay B gall : AWA 3 gall 
tS tes fc Calla) 68 pl) OLS y G gual Cy 915 Cau Ll 3 gall ode Las, 


Shpall Aza gaee Je co Nayl al Y GbE fc Guy pre Lead edhe ayn y ate a ich 


100 


————— Alt Rights Reserved - Library of University of Jordan - Center of Thesis Deposit 


ASAHI! aus Apu Se Ale 3b gnill oda pany dal) yucd call sai da sill sf 
6 AB penal Aes! Sage ee ADL IS ahaa! aecagg ¢ Ad penal Lara 5.2905 og Mal 
» Ud eDheall ell jo} Cauns Lars Bagay cldigll (gle paiially ¢ Apulicll alee! aco ys 
Lie fc Led Aosta Lardy Sagal Colicel gal 3 JY ell jal cy Sgaall : AMD 3 goal 
ois Litty« (Zeithaml & Mary Bitner, 2002: P. 282) celal 3 yaa lgile sth; 
el jl (pte punt Ay geney ¢ Anrdl) prats yo gil Sa.me pales ariny Ai gene Gi 5 gail 
alain s ¢ Licall clal (te Cpa gall 3 paey ¢ cyine cy shay Ledll purty Cuil gall 
AES Lice pang « Alec olaf § Wale gall Ay yoy c Aauliall Aan gl Sill ct ga 
one Ailey! of dass cla 4. DU Asta GYLESY! aay ¢ heal! Zeaad LDU) 
sme? A} sll Ga get Cay Lain eS all Glee Gaye Le Nay ¢ ce Slat! 
«AT 59 colds flea YI DUS ye c puegll a ghey ¢ Ciba gill y Cilaa Yi & gua 
cell AL g Se ESM (5 gine Gd Ch yey LS ¢ (ool) Jaa) Cal gal deal! Qukeill agi 
ADle 533 ynill ods pom cid ull ¢ Deal ae Aleled aie cL La Cab gs ly eich 
Coil pal) Cl jad Lee ey Gib gall (gal 3 yi shall oleall eell e 5) Ce US as 48a 
aa Jails Sail) le Cale gall 5 pada y ¢ Lorde Anuliall Lin gl giSill gc Clad elo 
» aaa 
DLS Ge Ana5 pads tli Aghaes (§ SIA ye eit (ll b gail : dal jl 5 gall 
Ce Sct Ch gh rill galiol gay Leaall os gine ye CaS coill’y ¢ eDlealls Slut! 
4—atdll day 0 ge Sued) GLES te gs Y eed aul, dle YI ilu, Di 
A 9 CAS Cpe yadliill Waa Cursyy ¢ Aertel Leal reall all jal cle figs Lally «aan 
» GLetA Baga Quast! dil Ladaty A) Cale sled ole Ub Gd od lad ale 
4atiall Lordy Aad gual GoadN Cys S geal Area Alla Lordi saga cy) s LowlANl 5 gaa 
CH sail Lube clans ss (servqual ) 40250 baga edged Ce gull! Caryl y 
(4-1 G0 Gl gad) Gs lsyt ala (68 Sass (lly ¢ Ba gall eDLeall ella tee fy all 
Sling 3 GSI SL (ca LA Shea Ca SS 6 GISAYl pad Aa gd ye Gil gall oda Gea 
play US gua Aja (8 5 aYl sclay LS ¢ p Deal] Aaskally AS yaall Least dIsles J dn 8 
Cer all yo a5 edie! GL G8 I gail (2-2) pf dye eaegy ¢ agli gs je 
© AGI YI Ay Leal cl gill Cys Aaahall 4b jena 
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(2-2) 8s dgis 
As YI Ay sLadll dt git cd Aud peal Aadt Saga Som ci gaall podls 


ee 


2 Qe Apuse Aide 435 yall) oda poo eget) Qgasd 5 lay) 4agi .1 





























+ Gagudll Sgaad NS) dag D |. Atay gle Jay) ig 2] ed olds 
4addt) 8.3 ga} 









- gg Slat 3f 51.2 
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Sarl Uyae Salads ill | 
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Caledy coll Aa Nay 3 BUY) aly 
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» asst Bagay 59) algal | 
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- dyn pales .3 

CLS yaly stig te Saka .4 
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t Qa Auuse Aids 535 gail ola pas | 
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» Aasdiouall Lig gh gist Lagdle 2]. Saal olay guid gall Lipdls .2 Bay) ott 
+ aed) 12 ull gall Aap dhe 3 | Asta La gl gist 3 | saga cilia gal 
Qs Sa Yi te Ciba gall 3505 14 Aasstuua | Lesda Laaay 
~ fuer | Slay) (sto cikigall 5 the 14 3 
Auta gee y cijliai an dik dis fh, « daanll ae 


« Anda gah 9 gall wi jliad .5 
» golf) Sluaty) Gig 1 | 4 
«¢ Daal 0.age 9) dist slag .2 


- agall 
elias ae dah didle 44 i gail pon 

fat AaSS ADS gy 6 ogc ys lial 

2 AU ok BAY) SLU Ogi oo aa 





( Lovlock,2002,p 369-370 ) ..l) stiiuYh Gall sac}: jawed 
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cdl SIN) CS gels Ady ee Aud oad AotdN Sage Cold! Aeration!) Acta Aa kt U 
dias Mei) gine 6 Ad penal! Lead! bayad tll audill (i) ai all « (servperf) 
Line ys Die 134 (attitude ) olesY! MS Ge USS Le slick Aasdll Baga Culd (le 
Saag pr dt Ahead eons Aed poall Aarall dr gad Ved Saat po Cuud [gists « ¢ Lal 
(Transaction-Specific Measure ) Jalil ls Luls Sra: Lat ot cua de a 
Cl tag Led 6 Sp Ai glial (5 ginne (95s Least Saye Cubs aie ay} ool) ads oll AVI 
Line DM Quld sic A Gun gd c Leaded Aad penal Lard led lV ae eDLaall dad gi 
4b pall Kas teal HY! ee LES Cy eae Aud yy Lal Aa lea! 5 gisue Gy gS 
-( Cronin & Taylor , 2002, p55 ) 4xiall 

coh Ante yall Lest LN) Gyadi padtal ae LMT cl gaill (yo Yous gigaill Iba pfiany 
-(servqual ) 4281) 52a @3 gail 

ed aed sell Gf YN Gttall Gye autell NS Ge Gubsball Cyd gaill Uy ye ab oll (le 
: gllall (3-2) ay Sytall arog A OWE Gye Lely 


: (3-2) als dose 
4asdl) Baga cub Gob ool Cigay gill Clalit) 


golndll £129) eS gai ( Sl gaat ) Ansdt Saga egal 


» Aidbluny 0 placid 43 ygue od 
tla) Goby uludll Logis .2 
ABS os sia Lak 
AGS cay 














Ages CLS 2) cite te dubil CYlas duper «1 
» Apodhaally GLA Gye Atle days .2 

+ Gaal Lb Gye anlitly Uy) .3 

Linda yy Let Sage Gay Abdel jadi (pte 3 ual 4 
+ get SSuty ¢ Lent 

«LM AGS pyaad ple 3 jaill 5 
» Aygll 45 ys§ ied 01 
Sage GL Se Cb GURY judd gle AZ yas ci slit .2 
« GA oll Acting Op 



















6 Avaliineall gilt dad dyyyane 1 
» GE ga al h alalaa! | ss 

Cgtin oliiad to Cixi Julai .2 
+ Ugale lia aby Gil pall 
( Kenneth » Teas,1994,P137) = cpl) sUiialy Galt slac]: jrscaall 
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Ce DS als (ol ut qi Gf YI c Bay ge IS ool) Cig y (All IE (ye ae olls 

(Cronin & Taylor : bls gle Quadgaill jload oy Lal Saat eV 5 & Cuad gall 

,2002p25) 

+ 8 des8tl Sage Cull oo yy pee Clad sill wld da] 

pied eb Leal gle fyi sayall dag f Dall Lay, dasallsage Gude 2 
arte re 

Attitude ) cL-as¥) Gus Sb Qa Sey Cf Gray say all lial Gla ds 3 
» $ Aine Asie 5 3 sd 4 (Attitude Level ) olas¥! os sims al (Formation 

ADlall dash Ley $ da yal) alles audi AWS Guha GL Ss ote gurcd 4 
TAM Gus oh Lge nas) GS Gf Cad Gye Day FC Sell 98 Quy 


AB poall Lead Ugo y Abia!) GLa CY Las Gd aul USL 


2 Aud pret) Ansdt} Sage Cds = Loald 
DoS y ¢ Lord} ode) ¢DLeall Aa} DIS Cys saat 4d ell Goad Sage edhe Gf 
Boge FS gail ME Gye USE gh cesnee US | op dDlee Gilaliial Ca yada lay! 
een Mah cle 5h (A CSA aah Gyo pie Sal) ALUN CH gall Cyl y ¢ Zana! 
Qn iag c Alle Saya CIS AS eae Lead pdt Gi litle City ¢ Ab penal) Lendl) ba yal 
t eglhlad GOK Aa ods Gla} Gall 
Oe Al oh Gay 4a ual Aasall baya Quast dee Of: gay al SN) Gee -| 
BIS! Gs ALY Cgimest ole hae ob 4d poall Sa gall ala) GY ¢ Lidl 3_fayl 
BNSY) od Ce FY a8 GS yc hill Llell s JaYl 0958) Lay ¢ laa gll Laat 
Brain Sagal Cyaundl » DU Cu pwill Lhis pre y dr gall clad Ugal ines cil sic YI 
32 gdoall gil ad y paldidl leu ai (le 
Fallacy eDicell ao alaill sic Cars! fas jebirg : Cuil gall tod Cie 
Julai fc Sel Sy de pas Aas ag aie Saat Gy) GSar cil aga gS 
» agi ludiad of agilial of agile pal 
ASA) Cae td att Cul pally BY) Ge JS! p DUI Gu sill Gali -¢ 
I Ly ob Gall gall Gd 48 peenall eral Baga Cuan Aled og yl 
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Jag Cs 6 4B peal Leal) ayattl Ga glad cg siscall (oll J gue gll aS y a DU 
SSE agg cob pglad Gye a Y Cull el paall G92 Guile gall dads by ¢ Gu pull 
+ LM 8 Cbelall quan ric al Filly daly gece (oe Sagal GY ¢ dayall Quand lal ye 
eral ae Slat) UStie (8 yglbd jgue Ste AISAall ods daliy: Slut) 5 gad —3 
Sea SY) o sad Sabiy c Cuil galls 3 N2Yl Qu cllall SLs) fe ahull @ lk 

; 2 MSal sac 4a> ll) 
232 sll odgs clash § ALM, © oe Dead orge.y gf lil Ally Lasic : Ul) sul 


» dua SSA) oe Darl Aga sell chill Atay agi Y Lente: (HUN sui 
» egilsl ils ccdlic Stalial (ol! chill acy Y Lacie : CMa) Jory} 
Lio sla} a SU GYLUGY! ssc 3 AS Gime eli ath: Jetall SLs) 3 ga Ld 
Sells BY! del gil GLetY! lS (ote « Aaaall quail Jol Gly gue we 
» Aad pevall Aas) Aslec squid Aid gay (clisall y 

4asdll Baga dal gh a OSM yes Jah byead HY) ddas (6d 2S Nk 
«Wea asl Guia Ja 5 yanedd Gila) dss} ot gill cl jue alles Al pall 
¢ igeall dab Jee gf ¢ desde Glad daye Gle hy gall SV 
» ALS Sa) Ab gh cilaal ol) elindy « JaY) dy gb al jill ps sa galld 

CNLY sy NSAI of: 4b reall GLasa (ob jciuall yaaills Quand (1) dalatl — 
4B poe) ler atl adel 25 coll gags of ed reall GLa (4 aascll J 
Se ¢ aad ba dal Cf laa al gay Leal ad Gace 3 Jay aud Y aby cAllal 
cole (si gall cy pst ull y ¢ 4d poll Aerdll anit Sate Lea gl giSi Ql} Antal! 
es heel el k(t} Alay Ui tel 3) shiiall satel} Len ol siSill ods 
Leal gah y Len gl gic 
Zeithaml & ) lle SiH Aa Lall 44 pall Zerdll age COCs Glal pal 
: ( Berry , 2002 p48 

Apt Zana) cla Glarse Ghia) Ge AS od AM sla} eet: AMS gad 1 

asses fc eee LS dass Lin GLBa pc aad CIS Dla Gale 
see JS Az pu le Alailally eDheadl Ghlus (de gL cab ge JS Adie 
a yn Cre clo gad conus Le fag ¢ eral! arnt 8 yyuad dlls au yl 
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> gut be 
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. al 
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casllee 98 Le cll (8 Ci SV) ods thy 6 Cui gall clal Galas gf GSe lel gals 
Fone eit DGS () ABLAYL 6 Guile gall ell Ga sea of fe ol (Se gis 
© (gt) Cal wall) She GYYL Aaskall li ge ot 8) IS Cpe Leste 
cereal as apd mats agSshu cle sly Cuil gall audi ay: AusioYl At 
get Saal dal ye eal bine (yo Clit y « Agta ASI) gle 5:5 Ge Yas 
SLM yal 4 AGN oda Sey 6 cele) Last (i gs we Cates (ll Cail gall 
» VOY) oh Cab gs US Apa dling ¢ Aly ate! pals 

Ce Galo i) Ihe ty Bal edlall GLAS ga Gobeil: lll qyla 
6 Age Cpe eel IS Gye Coelho (le aeucally yn:St) Gillet (DS 
ces gf Rd ahs ¢ GS Age ce bebelly AMY! s Jay Atuciall 3 fas 
SY) Gobet Gf LS ¢ Ld GIGLY) ace clio al! ball Cal ye (le 
Jal) (pila ge sre ye Slee clo An05 Slee Gye juSll peal 8 yey 
Conia pall Se iS (8 Galati) ela LS 6 eal Alay pgs Slut! 2 DU LY! 
+ eDbeall Gt pludial cto a) y Saell y gals agd roy 


Slims arings eDleall GLE) dab (le Aerall Sage aie Ys cg poll wail 
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eal! clal ude 32 aN, Ae OM tga Abile 6 of (ple acid Lely ¢ Cand dee De 
oat) Ce Gill Leis « a pmcill Ay ym Lee} Axe pM Ca pd Say 6 ca gllaall 5 gisualla y 
HeLa igs ted gd 3 yah LA 6 Go gllaall Jaall la Luall aggall’y cs gual 
Brim dasle Fil ga ahigh (le Bayh Byade I} AdLAYL ¢ heal cla 4c DUI Gt leall, 

+ ae ASA) agen pty ¢ Culelell 6'¥ sel 
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2 Aub uenall Ans8N Sage Gust ab: Luly 

egies a Lay 48 penal) Lendl) Sage EG le Chet DL Gye 
Base Guess Gob Gadling e Ugo clini of hls (Sa COA ode Goes Gf bad 
gly Ley 4d penal! Gaal 


(Institutionalize and Symbolize Quality) : Gaga le juasig cud —| 
iste oly Aer da 50 jules aed (a Ad weal! Sagal a bila ghs GJ gl 
colo) aut GL dle Cay « eal plas Ca jah (of aclu puleall ody edad GL 
Jalaall ots uc 93 cle 5:8 sll Ge a Y a) LS 6 gies! Cues pda! GLY Gus, 
» tus SS: Lgdusbes g Lgagis Zena ardad and il 
Asa Sissy Ci yf ares oe 4a penal! Lendl Sago ys ghd Ullal Bball, 
odd jaca ¢ Cu gale Jee ol! Stall SY! agate acl (structural means ) 
Lie Nhs ¢ eDLcall ee tlre Slat) ole ae Cll cll ball ib ge Gye 9S ISG 
Assall basa Ge petals SEU) Cail gall ai gill AuSigll slag! y Cl pV) ode Cr yi gt 
(Zeithaml & Berry , 2002 p56) tes Aner silly 15a! odg) aud (cle leall.y 4s penal 
2 laa) sega Spat —o 
Come gh lial ire y ¢ Gye jl jue Ugule Alailaall ga Aesall Baya Glass asl gy 
coin ool bis Clit OLY yaad «py US cpl eall elf toy ceill ged ¢ cgasill Iba daly 
Assall Gaye Quad Agee del jrall agen Aged Ge a Y dle Cuil gal Aad s gave aoe 
» And penal 
isl} Atlus} el jaall cle 5S fill Gye ap bc Zeal Srge Cuuat dal Gey ale y 
oF pee By ning ¢ pgigtes pusiiy ol prall ol jill audi DA Gye lly ¢ Leal catia 
. (Zeithaml & Berry , 2002 p57) elaVl Gulidy Gy pall Ate 
> Cal gall Ci ilge Gud -¢ 
Cals ea pall (68 Cy glelell aI SY1 Asap coSll Site) gally cg tall jeeniell Areal cy 
yale Jat! (te cull dt t dla, « edlaall Bua Load aya i cays « Areal 
LAY sll os gre gle Cus yah Aud jo all cilia gh Le MID aS gry". e Daal Qs pchaue y 
Banking marketing ) 48) V7) (& peal Gy gull Arcos Aba gs 28) A) sasctall 
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eal cf Nganagl age cqmaitiouall (yo %90 oye AS gy cittall 13 f ai « (association 
Sy AMA Csagally Gayla 4 428 Saye Shot qaliny (ed DULY) cle Cy Ss 
sila yall ALal aLiiall y peinvall Cay psi ISS g « eDLeall ge cpladll abled, ill Gili ye G8 
» (2.201991 ¢ pas Ea ge ¢ Naat) reall ae pls ullSist (le ad yee 

AsVl Bye agi} Case 6 Ail Gyula eaeS Cuil gall ol) Gh of ay Y LS 
+ Gua IK eDlee cial Aullall igus Alec Ge palin yy chill 

Aerll ae Smaty gill — aa gl GS al gf — Qodall g2 Cab gall Is OS Leys 
g—hy ¢ Lexie) 4h peaall Les8M) Baye cg ghee Sas cglll gy « odeay ol pill Aube JS 
Jo) (ci ee pte LS 6 een) we paall ADL aL! Leal) Gb ge hey Alla ods 
Aorat clal anil 5) Gyros « agilaliials eDbeall ye Cilegleall ligin yee (ale 
. (Stephen & Teresa , 2003, P92) eDLeell phi dga.y (ye AS jal} 28 pucall 


CaN Sal sigs 6 gd ene ae Sa a gh al sill ol Gy geny eDleall of 
GL De bs yigie pe dane Gal ailing 6 38V) xt Adaioall ailiall’y 3 etal 
Laat ¢ eLs9t Ga SE ell cle Jyraall 8 Gat yp ag] LS « oY) syed Jalal 
erieall Luz yo elal ied UeiSly « 4100 Una oye Las cally AL ules ies Y Lia 
. (Marry. Bernad and Mohr, 2000, p96) aa 33 4ga.5 (0 

get Gell gall Ab le 5S ill Ge ap Y Ad penal Lerdll agen ght dal Ges 
Cail pall Fa jee ag bi Cd ty Coal Wc cla Cle ag yada ¢ all ela! 
DAG 658 AQ 5S Olly 42 5S pally 6 pciawall Cay pail (gle 58 sill Gye ar Y US cogil lens 
6 Anskall Ll) og gece Guindy 6 Dla!) Lay 535 coll sagas alld GY « Gl jledl 
soll Sal y ¢ Gale gall Guale gall ane dal jy ¢ Cuil gall sal ib sll nail jy jay 
Baga « gil y yo Ades alts « Cle ball Guile gall are Bala jy 6 Ciba gall coal ish sil 
» Cilesall'y datas 
2 jLiuls ¢duaadl GdiSda fa -2 

geal gm ge cDicall OKA ae Cd cS ay pall Lau) Glo cl gill aad 
Galas LAY Gf LS. Sagal) dean elit chill day gf GSa (all Uke) Gl bal 
col qting Ail I yusly ¢ Auslis tel 5 Cl les osdy Cur pre Cella yay Qualls obec 
SoS) 3 ycill 6 yal Ge Yous Clea, Clalall, Glatgayl jet da 4b 3 jbl 
‘ choy Babs 5 ood 
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2 4b poet) Lat y Sagat lala : a 

cayed phe Aaned oll EOE Gye) AAI Gye de gare Cpe Sagal Cilile SG 
EL cD Fe papell ode g sity ¢ Labial § Labtte Shee cyyoh ( alél AnLA sale, 
Sma: diledd CDStal Jay dulady qastl — Whe g gud JS del — plas god Gle 
cULel SY) Cpe pgates Guill Lin! yo Ullal Gy sSthy « Lela y Lela, Yilacl Jac 
geil le Leia jun Aesligy p ging 6 3SY) eR Ge Ss Ga guuall GI BLAYL 
Leas A) Jan Bang cole ptlsall Cb pall Salad) (3 cy 5S) (gill Aalall 285 WSN ou 

- (354261991 50 Cu yds 590 aly) Ailall eLocl 


COS all Ail (Brain Storming ) (iad Caosll dgley keldal sagal) clils fas, 
Ysa sll aie y « claall a od lias BSI Lal gas Galo bes Gy Al 
» Slat) Gubi fay shy c sJayt te ile gill Ue je Atal ¢ saa Jal 

(36.52 1991 « sya Cory sy platy) colle dasa} Als ALYY ALY) Gla) uct, 

+ Aabiball sa ghiy clay USGI, cls) os gies Quand (gb Aeplull 1 

» Adasill's dagulls dente er Cys All yc Sly) cual slel ye 2 

 GLUSAYT Gye are Ug) clit y « Ashsy) Gli Glyd Gle alll yaya) = 3 
“tosh daulul sel pte Ce ba gat} lila lbs, 

» gill a phil 

» & shail 

+ gg len SSay Saal 

» gual) 45 Uk, 

» Bo gal) Al ye Cull alas 

> deall hss Shy JS) olbLidl bis} 

» Waal (le Que pally Sagal) Stile Gtblas jp 323 

» Salita) ccleall y2 phil 

» Eluyls Sel 

» cll Cunt (2c gll ys CD Aall aatill'y « Sa galls © oll 


Cm MU DAW DB wWwWH 


pene 
oO 
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AY LS 6 cyabalally 529) Gila Gye Mal sie Lees Cillbty Sagal Gli els gf 
Lash ad Ldaghesty Aaalie Aa juny Uihy Calley Ladsisd « eV Gayle Ld jal lle: 
» ByaS Cate Biss sa yall Gls of US lids 
2 Ch paral (igen Aijad: 4 

Cel tin cle Ggull adge 8 5250 yall eDLeall GUE US dard hull oSa Y 
eae Fal 59 oN Gh penal 5 ah gent ld 6 AS) tll agitate y agilalial GdtiLy 
BSE te Gott Uija5 pede psiny ¢ Sf Adel ahead Cadgs deuulthy CG pucall 
ans ood pgilaltials eDleall SLE > Gy bailed ullia Gf) Cua ¢ Gailedll prey Guleill 
Ome JAAS) Ausilatiey ABleie GLE y ag) eDlaall ye Cilld eles « 8 bas cod sual 
(Say Lipa le ba A bs ied HIM ¢ Sh pull Lea Gigs Ged eDLaall 4s as giles 
sot ce Ladle SS a lll te viene 
(38-3740 201988 « alta « bla) Qa duuty paler BDU le As jail ams, 
¢ Agsle SY 6 Asif jeasall ¢ Al eal) Ai jal Gly Gold GLOVL GS Ghd 

« Lagai Asiatie AS) 5 AU gga ( acca 
» Goll elal yee 5e dS ol pas nll 2 
- Aassll Gatay fc Galati Losec ja Sasa scl 3 

JS) Adel oa) yay Atlilb Garin chill cf 44 jeill Lig.cl ful altel Ube Gey 
Qba ll Sarid (le Cy 6 Backs Lath Gd Ce i Deal) ye Cale gene willis Gy) Lille 
pew sc ley Las 6 Sh [gis Say AS guall Cer pill ola Gye AIS Lg} LS «ella oll 
AD ag s Sriedy oodles clio )y ailasl I) J gical 

Saflasy 6 Cla Heall y alliills deltas jules cle els gull Ui jad ySa LS 
Hasty cle lis Gyull Ui ja5 bial aubtad ¢ Ag poll Ler ail sally Cilalalls dyads 
Ast geil ebay 48 pooell dara) fd ela), IGLY! Jody « ALM ulead ye sh 
Ce Ad eal! est Jani p sede (gle pili ai jail ae da gi ella y 6 4 DU 
shoe Grjary ieee ign e JaS Ue US Abiles csi cote le Jue JS GlaLial 
. (Customizing The Srevice ) —: ale gly Ls lan y « Calis 

Cll agall a eDicall ie tte ec Joy Gelaall (4 gill alata pond) i] 
US 585. aro gll Ia Gy ¢ Cuca gS YI ala) eDLaall QM ky aly + CHS pil, 
pel Arte pe Cibesd asad ob IU y NSU Ge a Vg 6 lle ay gS peal Shy cul, 
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eDLicall eeinal Cus ¢ yi) ous Laitdl) Asli day yb Sb bc dulis daga Oh, 


. gral Lo, 3-9-2 

Sebel Glalial aly (oll gp Saal 4d pall Glas si EluYly ISNT of 
¢ eDLieall Lie y li Sy 4 doyall Gaett aul Sb Boll Cle ty e lade us 
eld sll clad atl y peu ey seks Cf Crag e Aa Na) ce a geaally Gr paral cide oll alt, 
+ Ugalygione Janis ¢DLaell pests 5a gall 

AS reall ld pula) 5 pacall She: ay ci Lea gl cle 58 sl dual gly 
Gs hall last Ga yb Ge 6 Libs bingy i puete any A) LS lith Guid Gye el al 
» GAY) J ye o UGA! (8 sels dill dem soa coil bY 6 Gu SV 

cUealerS Baga Guus SIL y ISL (oI (cau (ill be giSll Ad penal 5 YI Gf 
ob ginal Gf Ast cade pet's Al oedles Lay ol Geeiil Jail say afl Ga Leia 
+ ee gg eDLeall Ly Gye Le Cay ghee Gol (ga Fike Lead Bag Cpe Libel 


> LesN asia 1 
4} Geet Ab pede Geely 52e Lee yl a sede Gf) Guta Gye ell gas ail 
arena dye ela hal) Ghbec (hast A) Gass dayad jules arash UslV) aa, bl" 
- (Gummesson, Evert ,2003,p113 )* Ceapati ol Aaatl 
Lad p sing ¢ partly cli) Gar Casas (cl) Lal Alec le Cas ail Ia 5S yy 
Cibleay pial « pgilaliols agiled si und (cle eazy « oe dbec Cilaltal cle Ci yeills 
JIS te Anis Gh really Steal! Qu ADL used! aay Ley ol all dd L 
cel pt! 
Jess chal Gag Ai stiall ye palill reall Gulual cg sims” 4) aT ad yey LES 
+ (71 a 1996 ¢ renee Grmell ) * reel Ida GLE 55 AS joa Aad pall 
Line gM ase ff Lea sl Gyo Chris ADU alia Gf Sill GSay chy pall Ide CDR Cay 
> IS 13) 4a! oo 
Bass CF Vly ye reall old « ALN oda chy re gall ce if 1 
» AS yaa} Zeaal 
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4osll Baye Ge Galy reall old « ALN ode (iy bed gill = efayl 
» AS yal 

Caled gill cya Sf ela 
AS pra!) Aesth faa fase y 

Aaja Ad pene Lad ol yh Ale Gye gill! audit " aa) SY) Guaall 44 yay LS 
- (Johnc,Mowen,(1995) p51 1) 





Linsey cysSron andl cd « Allall ade cody 





BT SI) eats" als Deal Ley Ciueay Aral Glut pall (gas) Ge lba! Ls 
A—etiall Asad dagen ye GI sll Gye qty dese of Leal Gye Aeadll Sage Ge Chaull 
Cs Gane Lads aif 4g ) (Say Cay palll Igy Lea I." LE I ae Sagal ode Glia, 
+ AglaS dicey (Say (Disconfirmation ) ( j:5<ii ) ust asc GY, old gil 
428 Gaye 4a oi ally Col) thls ye JS tly Lt te aSalls 
(Disconfirmation ) ( 3———j<il ) a-_sti pn es Ln, 
- (Taylor , Baker, 1994, p164-165 ) 

dante acany be eee ai pd y AGLUl roel elt cites Sloat DDI (ye Li yl ait 
» Aeadtuvdl 4 jladl LOL cys reel 
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: heaall Litny Ayaal .2 


Aawsil 3 juad AasS 9 cep yl Adidas g lil) paid Aanl Gye uel) Lay Anan! at 


Led pst cand Le alc heal! Len y Luts) Lydian GIS Le 13) Cayed of Jay (led 
Linus pe lise Layuol Ardell Leadll 5.2505 Creal Leay Cf cecal sll Gyeg ¢ Alle Saga cd 
» Agi) arom col al fie NSA, 


Cine} By c Leskal Laaall ye policy pial Lage | pipe Dla (lS pint 


erleall eV 4a oe %90 -— %65 Obs ¢ OS Y Opal yl at ede! Gy) Glut jall alias 
cal) eDLeal) oY ge ol ss Gas 9 yee Ger oll pad ¢ clill ae og Sl bye L glee 
coe Ny « ell Sey aT tS Sal of ale anu aild « seal! elie hy clit) ody al 131 


Someg Cf Aa AY Ny ¢ aly af Leas at Lay dos gal 5 ye ageuad alvce ctl 


) ¢ Aa gs al AD ooh api (a Aili | Ai hag 6 Atlan } Gye ay Md Aull eal 
+ (32 Ye 61997 ¢ a5 s8g) SplS ¢ jigs ag 
> atu 292 coh Chsall eo HSS BI ghia Cau g I Call yall Cilia gi ah, 


PADY) UG pucly ald Ficty ¢ Ch paral ae aledll of cl sal sh aliill pre 
+ tot gl plilll pte y dS lad -f 
» pedal 5 Sty an 
+ Nelas AlSially alain! Ca poall 5a) Gyo Gull] =e 
£40N3 opt Jans a YI y olStualll & Lill y 6 CG reaall (yadd we ell Grins 
Cb ymaall Cui ae ele! are oa -f 
+ Apel Lesa Ge Gly clined ae Caaill = -G 
+ ABE a penall Ie ee eledll ates WV cline! etl -¢ 
2 DIS ye GIG Gab as ela abil 
» edlaall CYS sl og Sts aati) 
» Alaa! ata) GS <a 
+ AL ane 45 gil U5 So pall ez 
ced Sis US ¢ Alle Baya CHS Glassy heel ay 5 dey 87 Ga pres ye Cand 
: John, Mowen,1995, p526 ) teesl dal gall cys ase co Stl) reall anid 
» Creal) Lay are 6 sins 


+ GASM gat Arad y Srerll 38 gs J 
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+ GSN pail Gye BLS gall gill 
» Cueall gl lb Ala aye 
« eerll doadtl dana! = a 
-(John, Mowen,1995,P527)¢ Sal pss) anil s iil plod! a 
Ca YES G2 %B0 Ge Aly gare Culs 3 Joy Gl Gl Glut all (gaat Ga Lal Lis 
ered esa) ae Aalall lL 5 53 hag A gill Gye ASM Gy) Cua ¢ eDLeall 
Airey Ch onal JLice| (gle Lan) Ie leuSay Gf GSe ill USUI Lestat 
Aral i) Agta pla! 3 yy yuo 3 JaY) cole ¢ Lehaas Gl QSy a CDIGAall 
+ eDbeall Les patty all Clal SBYN y cg glStll dalleey ¢ Deal 
gel MS Slag ¢ lial! Sa! A gh das) Gye Len ll adisy Le Gol) MULL 
:(Rex,Bennettm1995 ,P.25 asta cal sill 8 coal elYI Laas oh (Sa 
6 Aa lbe ly iy Ct) 4 dake Sats Cg All (Ta CJaeall cyfadiy ABicds dation Aus 
ales O} Se OLS af sie Succ cfaid (68 Ufice dntle duo gf Qt! ALEVE 
hill a Sigs 
AS ages YI Ge al oe reall cf dag ulldy so doa yi flue 
a oo) Seeall bi Cus (Word Of Mouth ) eid) Glas ye pou JS 
«tly ab Syne tit ais Gg 4M 6 oa gle aud IS ol} Gualy USS 
Agua) AS ANG 5 ¢ 0 pad coll reall Dla} cue chill ay Ys heel Dla} ails; 
> nll heal bliin) Glas! tau ce is) aoa dee le 
CLG ol sages Guach ue eel, LU! of ely: all 4ulsi 41s 
. CasSlSal} 
Am lS opie SLs), Slee bis G8 cu) (le Ga weal sely Lia ll 
srt oye ar Y olen! Lay gle Span Jal yey ¢ da Yl igh cory Guindy 
 Wilines 0 5L8 cola py sLatuls LLG abeay ole USty alld géatl 
Rex, Bennettm, 1995 ) L_gDis cys call Ley aud pty At Cabs ginal y 
:(P.25 
+ AGLeE Sg reall GlaLial J 
» Chad pull De 
» eDheall dasa glee 
» dueell la) 
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1 GIS y DIC all Ja 
(bod SMS a ole) Let evans 
» Syeall Lay gilts 

+ Qyadliall ae reall bia y 45 lee 


2 pdleall Lay gle Sigal alge 13 
AB moll Aeaally ileal) dull Ff AnlLyl joliell eDleall Lay os shee thy 
+ Lgaal el gall yo aang Ey Le sll Gy) LS 6 jeLtall ods Aled paery « Lely aie 
:(Mowen,1995p527 ) elle aiary ju jeill ate ais] 
2 addy Glad gl cle 3 figell algal = 
» Guerll Leake 446 oa! oral Gls .] 
Clad sil Lgiillany [idles Codey Aesdtindl daar y sill Cull 2 
ve DLeel} 
» Grell Glin 3 
» eDleall 4i_peasall Ll gall 14 
“ooh 9 Aah penal Lena cleat lO roll ll ys cle bSigall algal 
plac a 0 BS Ai wall ALleall Allac Glo Algany cheell yt. 
Ad peal Waal! 
+ Ansa) 48 poll Least tell ol Mt .2 
+ gay reall ae Cable . 
S348 poll Least) Saga gd AdsLudl Sel gall yo Apaal SY) halal cy 
Jud pas Biya ile Gguaall aied ¢ Lesiall 4g wad) ders ell! elo! 
- Ladi yo Lea yl og shaae Suu 6 Alle 
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 Agb peoall dash Sagas Lue didls .4 

¢ 4 Asad coll St, Lesdll Sage aud Cd pee La gh guia Gees os y 
Liesl a sete cf cle ctalll cy Ll dla gf Y}— GLa jan id dala LS 
IS pred} Abas sie Lea gl Gy) Cus Gye Abs slay 3 jude CSI fi Lagi) y ¢ GDluadie 2 gall, 
Bagatla « lash Gay (Sl Acad! Sagat ace dlls co orga) AGL) 4adll dag Ge 
Basal sf Adal) athens y li ye 1S Jaa ella! a 

Liza yy Aasiall 48 poall eral Baga cle Laks JSta, tN) dulle cs 5S LS 
By ge gad Lagi ADL ed GLI all Gye gael Gf LS ¢ Aer) aud aie eDLeall 
eal Line) 555 coll (ga gien Lesdll Baga ye Lal Gb gull Gf Cus ¢ el pall Lis 
HG col} Sibel pall oda Cyeny Cia gy ¢ Ca peetll Cadi ye el pO Ghee IG (tall, 
Led!) Sayed tiny J tile Lay lee! 3 GDGAYI ha us 4) lacks 
( Taylor , Thomas 1. Baker,1994 p.166 ) 

Ley ol 355 4B well Lendl Sage of coll Lyk je Gags GLa all Gf Y 
eaLeall Lie yy Aer5t Baga Oy ADL Cf SY) Cuaeall cea gd LS 6 Sell Gauls e Decl! 
Cr Asli pyliney ¢ bea gly saya) Gu Rusa! ADL: Gb Sie dy WDle Ls 
» (Se 5etll) aS prey Led gill still 

erLeal Lia y col} soften Larll Bag0 Cpe Abell by gaeall Gf (ol) Cesll Galas, 
Bay bey Leap Areal oo) GUA Gye a Vig Ca peenall Guidi Gye ol pill Glee IS, 
COS Ge Adis of 

pad) Ge AS eel! ¢ bi Le) 48 puoall Lesa bays Ce pill 65 al, 
TAY! ASAI Lie ply 4k pall Leaall Baga Cua jarcill (Sarg ¢ Anal gf sasall atlas, 
dag ot Oe els Gf Sy Len gle Sa) GSby c Saane dayall le Sah atef gf 
ere Ghd (yo waall cilia SI, ¢ (all lay ely (8 achat saya) Gk Ss a2 

+ (MSY) 5g dated) She Len gM (le Soll G8 clad ba gal 
cs} Lea yl cling Lay c geste ff Sagal! ae 3 ysl MI elias Ysagall td gh 3 

. Ald 
dale} ands (Attitude ) olasy! Sal ge JS il eg deitisrga Gg) 4 

Aasall Asal cl (gb eDhaall Adler fhe Leas! of us Gd e dad! dash aut 

» ASfge Aud AL ced ¢ 48 peel 
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Kotler , ) e>icoall dueal S59) 4ud nell Cleaall's ¢ emul ela! da jee (cle 
. (1994, p41 

> Jopill psc abgicdg = -a 

Lartall cya Alle Saye GI Glasa le J pean eDleall 48 a5 shy cA gail faa of 
Ce SH Aa Sage UNS 1S claall fal ae Glad gil ods Gly ¢ Alot 
John,Mowen , ) qirwe 4uSe 9 ¢ bie ll are cye Ale ollia Gy Stud 6 led il 
. (1995,P512 

2 pdled) Lay Aol 4,83 

galing eDbaall Gf ld « paloy pre sf cDleall Lays gatlll os 3f diy yh omy 
PRS ey Aeskall GLY Gye Lyle Gyles (SI Gla peal CDs Cus 
FAM Cy ih eee aa el ga c cDLaall ye pote Gye dle Yyhasy Le Aijlis 
prey pet Alle eDLaall Gye one Gye il ati neal! abil 1c pa) chin pee 
cle peall Syren atc Lie yl eens Leis ¢ Lee yl ater jets Lely ¢ Glial 
© OBDSY) een) Gud ye An i gf Ar gles us 

Lends ¢ atch Abed a DUI cd gl gf a ggally ile gleall Lg} CD all Ca ped 
Fast yo pk LS AS peel Cloris clally ¢ Cag dss Gla pdall aii 
.( mowen,1995,P518) 

t Guat Lia yy 48 poll Ansa Jost Aud) Addlal 4ayki  — 4 

ie J Ate Aah ue Led gle eDbeall Shi) lal Gs pets 4 hill ode sigs 
Lazo MS Abas sll sobtalls fies of pt) se Le hgh Gi) Cue ¢ Aijes dy jlo dle 
slay aii ¢ Gparll Slabs! dat (6 46 wend dead) ULM aked ¢ Lea yl pre 
all Gye & sty aaa! a I Lol ¢ Le ll pac Mate Guay eLtall Guat was 
«SH Gy sSou Lee ll ane fb A035 lal 8 yusnill 

Cte Qala we Sit Cus 6 (GAN G panels (cena Le gill Ganey albu y 
48 peal) Clea All Gye alle’ aya) le Sproat) Cargs ¢ Chreall 53 I ge gil 
61996 6 Cyrcall) (yo sidall ¢DLenl) las 4a) pbs pri GAY) (uoaully ¢ Aasdal 
: »(73.U8 
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> duatl Bliiay) gob 9-5 
CLIENT ) seal 4a sil lary dees Gf Yo oe Dla UU pau csill lial 
alan! (yeaa dil | gle enry e atlas} asl ga Cheall of ine: (ORIENTED 
Lalani Lally agilalyins Apt Lass yal peal le 58 ff i penell pales Sy ¢ 02 505 
aasle Gly Ls Wks Sle A Ge Kia jo sf ALN GL ating 6 agiled gi 
DA sig slaw Call yo 5 i Glial! oda Gait, (PACKAGE OF SERVICES ) 
Lia pes ¢ Sreell Ge A Ll sill aay ¢ Aaalbe bay pt ONS cyng hy ¢ SURED GC SLdl 
» dsl] 
oe Dhar} Ca ycoall Leords (Al) Ayers ALS ode ye Leal Cb penal Aeon cily 
© gp! gee ool} lla eMaall gat aieys Guid ye dle Gla gle Laat, (zh 
CD ps IS gd Guyal duty Gia gh alld coe Qe HliN juny eDlaall Lay LSI, 
- ( Furlong , 2003,P14) cb lool yu iy) 54 gaan Y eDlaall Gye ( %80) 
Os riz ede) G4 (%20) GY Glad ods IJV 4e.5 ye Anil! oda, 
0 JSS ei Le 385) Nang 6 0 Sud Cay Ch penal Gyali @e I pias a dat WM pgually « jul 
GD hei Gi peeall Ge Sing A pee fies aaa gd ST Ua sel Ge Lay 
» A5LE ) lh 
Ciena Ce aay Lees Ua! 3 yued CDLaLedll le Cues (as guiill agall of 
Cf cay Chgleadl Gilat Gf ie 6 lel cay Gaia Sobl JY dela! (i) 6 UT aus 
Saar Cpe ASL CLM) ce (%10) Ani cfd ¢ seal ae ADL a ghtty J petal ae 
Cl pins Baad Ci penell ae Abele’ gle eile Gl ye Bae Cacho Gf (Say Adal Qa Cyne 
- (181u2 1988 « Slut ) 
Teh DIS cy Srerll Ley le Spall (Sars 
coer gall (5 gual le reel) Lay (te Ugelaial shill sal 5S) 1M] 
DIS Ge Lean (cle aalls eDleall agilalatls agile yy cialis! daly. 2 
» Ag peal! Glesall 6b plays ISG 
» pgs els agagdy ¢Dlecll Ash_ye (i Liall 3 fay] dealius 
+e Dbeal) as Qaleill Ge liS i593 Gulla ge plaatul = 4 
4a jae Cig el paally Qocle! Lal ih yo Ay jilay Gu ail (te 5S sl 
scaled) 28 gl 68 Ad poll Lead SLias ois lolaly cyally CaS 
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+ yeall 42315 Jay y cecla) Lal) ils go yu Cle glaall AS lke 6 
» La UGAl 5 Leal Baya Cull Guler if 
Oe 6 Sad Gf) puleall cerned y gull IY ye dealt all 5s 
Slo sl tliat duatl fd (cae 5 Chil (gal Backes dual gu! (DI 
» Lesall posh (4 Les inne Solely Ad pull 


> hel sVgci ei .J 

§ Lina geby Lad ayy e Cfinlll Gus Yoo dysloall Lokal! cyl Cay th aa 
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Services Innovation Audit and The Role of Information Technology 
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hags (galled 42) sill GLAS), slay alaial agile fey cDlaall ce (Sd ab dua 
eDleall (le y till dea fo Absilaull 

Sas 8 reall Cer get cole AN (yen yoy ly Aideaall 8 pail) dasha 43 yall (pd Coola 
» Ail dees cle Abilaall athe Gel yal (4d sll of Lasall and Gye Lha Gyan 
Cs Astle An 6 5 (1.8130) sles Gl yath (3.2919) cealuuall Ugbas gis alr 
GLa! Jia (8 reall (yaar gad Apa Lu lal dus hpi all yah asd: Hag ¢ AG8l gall 
Largs ALeles Gel a} y2hb pac y eel Cr glad UStIL) Lerall aud Cpe hill Cala ge 
eeall Licey cll csagy old old allt y ¢ eDlaatly Llteyl, cull deo (le Abia! 
- peale Sf pres 

Lgl os ge GY ¢ Del Shy Sill gas Aula Deal! Lal all Ake Ghd gf L0G, 
, (3) cba 1d dew e  5l Anaad 


190 


All Rights Reserved - Library of University of Jordan - Center of Thesis Deposit 


( agli) tall) Aydin 5 jun) guia = 9-5-4 

Dog Aue I uti AG DIS Gye eG eS A uliill 3 jell be Ci pailll 0 

+ eDbeall Lay GSs5 6 Aah peal Gla tially Lars) dda yall, ¢ Adsectall se Lisl 
OL jasyhy Alaa) clas siall (23-4) ah) Jgaall guns alas selisn 
+ ( got peal) Absa be LiSI ga eDleall Ate IY GbbaY! .§ 4 jlell 


(23-4) a4) dyss 
gm edbell Ase 3h ji) bbe) ciua sl ce hall Gil atl y clu Lous!) e] Staal 
CoS ubihad LR GAY) Ay yall gil 4d ( aula etal) Lega Splish 










pos (ead ot elu, USLYI ag 
. SEN Cpe hcl lauky ceil 44343! 
03 gf a sSill play, (SEY! 350 
» Greed} Shull Ce Aecaad) Gad Asai! 
CNY s SUSU DLS Ge Seal abies 
4noaal! te Guay (3) Aidt (5 fay gall 
» nd ib gs 
SPSS gpluan'yl huilsdl et _jAwexal| 







3.8756 | ,81679 


Tae 4,.431 | ,86772 


— 4, .766 ,86262 


Bad Qa clays SY) Ge Apsbll Aalatall se lis Gf (23-4) aly Jyaall ye bad, 
od och ean) Ase ol il aly LS Ab gana Aan VI Ay lal el gill (4 Apualiill 3 jal 
> ll gad le Au all 

ells SSN DIS cys Useall gabon oly Adlai 52) AY) Agi yall (4 Cocles 
(4.766) ccna) glen gin Ary jued CS 5s derall cle reams cy) lil 8 2 go gal 
Aue My lly) pads Vas ¢ Aas gall Gye Alle Aaa (5 (86262) soles Cilail 
eeiad (Ally Flas ISU ele Cys Aeadtneall 3 j¢n5U Aulatill sels dasa dll 
+ lV) Cal wall 3 jeal al pipueS 3 heal GUIS cl gn ped CS gs renll Laaall anstt 
Aral} B95 ced co sl Sill clays SIGN) 5 5e oy Aabedell 3 tal 2p) At dl Cele 
gore Cit paths (4.431) ccluall Ugbau gin aly. Saaell hill (ye Lead) GLa 
Cb Sou Au all Aue od gf cde Uy las ¢ ail gall Gyo Alle duu (2 5 (.86772) 





19] 


All Rights Reserved - Library of University of Jordan - Center of Thesis Deposit 
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cil pasty (3.3761) (als oll tg ge Boy. al sinls yh JS 4} Guile yall Abels, 


Jelly Aa sfall Lise cM jal _pauds Nang 6 AG8) gall Gye Alle Aad a y (.66912) cs ples 
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Aad qf GadG Cus ole! duo pil Glisy bowl) Jassyl lial plasial 3 al 
a} Ay ginal (T) cf US (%95) Aa 5 gus aie Al gsall eed Cpe pS) Ap yacuall (T) 
(Axncine y 32 pide) Apdliill 3 jell sled Gye aed JST Ansailly eld (0.05) AV all cs gine Gye 
ioglt LS 
4nd Gs SI oh5 (10.494) Ay guna (T) dad Cah Agletill se lis dull — 
(0.05) AtYall cs sisee Gye sl (Sig-T) Az sina (T) gi LS (1.96) 4,20 (T) 
Asal 4,2 sill J.iiy (Ho) dyouell due gill Gai Li © Ja suet Lig, 
Apo pill Diy (Ho) Apetedl dpe pil yond Lal ¢ | jall sactil Laity (HA) 
ced cglzguill clay ISI Oy Atlas! Ua Gd 4Dle a9. 55 cs! (HA) Abadi 
489 V1 Ay Lach el gill Ailsa juall Gad Guay «gery il 
Bel&S Cary casi od Elly ISU Gy pttall Gu (R) LLG SY! dels ay ~ 
Cathal Gur Aaa ge Ale aa si ost (0.454) Adhacill 
JLSY! 539 of sl (0.206) Aleka seLisl) ytd (R?) snail alee al - 
(720.6) Qs Alans gin Asatiy uals Wine SS Cd poll aay sll od clay 
Aca eM (8 Biche astill yutall 68 tl) ane (ye 
Ap guamall (T) Aad Crith Ad eo all Garay Clade 4 Sagal Anal) — 
(Sig-T) 4z sical (T) cf US ¢ (1.96) ulgaall (T) 48 Ge SI (45 (8.085) 
Arete!) Apia pill oyad 5 LHL _J all sactal Lay (0.05) AVA cs gus Ge 
SSN! Gy Alias! 4a GIS Ale as gt og! (HA) Abad! dnc jill a3, (Ho) 
Asia YI Ay gleall ol gil Apuill 5 jaall Gide Gary cgay sill gb ky guill glad 
Bosal Gay crs a ely) s CISELY! oy paciall Oo (R ) BLY! Usles aly - 
Ce ptiall Cys Aap ge ADle as gi gl (0.365) Calerall'y Cilatiall (48 
(0.133) 4p pool Closely Cilatial (4 dasal) yeid (R) aad ales aly - 
ByuS Anas pads lita GAS 8 poll ers fl Gd clay IG 5s cf gl 
Glatiall 6 saath fd feral ali) juctall 8 etl] ene Cpe (%13.3) als 
AB yecall GLaadll y 
(T) 445 cys 5S! 45 (14.628) Ap gecnall (T) And cds oDleall Let dwilly — 
(0.05) 4 YM cs suns cue SH (Sig-T) Ay sina (T) of US (1.96) Aulgrall 
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(HA) Alaa) dye jill Jay (Ho) 4perell Quo sill Yad yi LHL I all sacl Lag 
Cg TT ook kad Claus SISA) Gu Atlus! Us oh Ale a ol 
Aga V1 Ayla dl gill Ql 3 juall Gis 
SAS Oy ces sd elu s SAY! Gaga ou (R) YI dul aly - 
Jats AD hall ode 5 Cy tall Gu daa yo ADL ae 6 cl (0.579) cDlaall Lay 
(0.554) 4sSull, BA yale g dacine 4x8 ill 3 jaall olay Asuills 4taus gia 
JLSENI 492 cf gl (0.335) ede! Loe, pid (R?) arnt eles aby - 
(%33.5) A&15 thu ge dais pads Jit aes cst pall sll i clayls 
»¢ Lea)! Lazy ooh aciall astil Deed) (68 yl ane ys 
ded dt ja 
CSS ok cobs guild ELAN ISL 50 Guy dutluaal ANNs at date as 3: Ho 
Aa YN Ag Lah A gta Ayuda) 5 aad aids Gay g cod all 
CS ab coke geil CLAY ISR) 50 Gus Autlunal Aya cid die an gi: HA 
Agi YY Ay sotto gall Ap 3 jaa) aie Gung cod pal 
ca ol ae sill Cue oDlel Ane sill Las dana) Jassyl lis! lastal 23 a 
24a 
(41 ~4) aly digaa 
cpt mcall Qa isill 68 EL s ISR) 55 


dal 9 Aza yi UGS! quits 
dina) 


T T 
Aulgial | Ay gucrall 
R? 


F 
4a gual 
ras | 8204 | ass [00 [T9607 [ TSR 
° Ciataall (64 3950! 


pai, | 0.226 0.475 0.000 1.96 11.141 | 124.124 
4a poll Lasall s 


[ats | O58 | asa | ooo | 96 | is366 [see | as 


SPSS (fleas Y) Subst iti: jaa 
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Ai (5 gine tic Ay) gaall Leia (yo SI Ay gumall (T) eg Gf coll ode! gaat! uty 
aed ye ae} JS Asailly ells (0.05) ANAM cg gue Cue sl Ay ginal! (T) cf LS (%95) 
rgplt LAS (Anciney 33,yiie) Apusiliill 3 jell 

ad ys SI ty (10.763) Arguurall (T) dod Cub dglatill sels dual — 
ADYall (5 gins Game Jil (Sig-T) Azsinall (T) of US « (1.96) Aya (T) 
Asa il) Uidiy (Ho) Ayre dua dl jad Lule « J all scl Les, (0.05) 
cet cet EIU y SEY! Gu Ailes! 4Na ld 4c anf el (HA) Abad 
Aga V1 Ay lel) ol gill AadLiall 3 jul) Guid Guang (deena ay sil 

Bolas Gary a5 sill cd ely s NS Oy yd on (R ) LLG YI ales aly - 
“Cereal Ou Aaa ge Ale sag cs! (0.463) Agha 

SESE 593 of ost (0.214) Abeta) seas) yaad (R?) aged) alee a - 
(721.4) As Aba sie Aus pad Sine eS (of poll ar jsill LG play, 
Ache call 3¢ ESI ost Sickel al peel ost pill one cye 

Agu oal) (T) Acad Cah Ag poll Clasally Glatial (3 da yall dually — 
(Sig-T) 4, sical (T) of US (1.96) Atyrall (T) 408 Go oS 5 (11.141) 
Aare) Aco ill yaad LU cf al sacl Ley (0.05) AVA cs gisus Gyo al 
SIS! Gu Aglues! Ata Gd Ale aa gi ool (HA) Aba) de sill Jad) (Ho) 
Aga QV) Ay laall ol gill Apalial 5 jal Gia Gury cai sill gd a atl pla 

CSF chs aalll CY y ISI Gy tell Ga (R ) LLG SY eles Alay - 
“Castell Oa daa ge ADLe aa gi col (0.475) GLarall's tatiall 4 dasa} Gur, 

(0.226) 48 pool Cleats Clasiall 8 Sagal) diel (R7) asatll eles al — 
@AS Abs fis Ae ty pe ts (gd renal aaj sill (a elas ISEYI 550 Gt ol 
SL still it 39a) ost Sicill enlill _pxiall ost peal eae Cys (%22.6) 
clea, 

(T) 268 G0 SI phy (14.449) Argunell (T) dad Cals Deal! Lo dual - 
(0.05) 4 TYall cs sine cye 8 (Sig-T) Ay sieall (T) Gi! LS (1.96) Algrall 
(HA) Als! 4c yi) U5) (Ho) dyasell dae ill nid 3 Lule ll sacl Len 
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Ons asl A Sof quill cluyls SIGN) Ou Agtluaal ao ols 4D da. cl 
ABI) Ay slod) ol gill Ayudliill 3 jaa) Guts 
S805 Gary carj sll Qa glu IY Gad ga (R ) LLigy! dls aby - 
4Dbel o) ads coy tial Gy Alaa gis De ae gh cs! (0.574) cDleall Ley 
(0.598) 4alllly (62 pdiey Aecine) Apudliill s juall oY Auuills dau gis pied 
SESH 553 cf gl (0.329) Aahec_stl se lis yiel (R?) arasll Wales ary - 
(%32.9) as Alas gis 4a as Jstuue eS cst all esl ost eluyls 
»¢ Las Lazar) coh Buccal asthll Jeriall (64 22] eae Cy 
: Asal St} Anza yall 
El 9 LSE Label) Sioy) dhol 94 Gas duiluaal 4Ne ali dite 539: Ho 
Aa 8) Aa slaall oh gill Auda 3 jaall edad Guy 
Else's GUESS Links) BY) dys) 94 Gn Autluaal de ath dls 13: HA 
AGIA) Ay La) A gilt Ayuda 5 jal Cyn g cod gual 
cla) Gl ee gil of Cue Del duce gill Usa Jal assy iss) glacial 3 al 
24S 
(42-4) ai) dyin 
cris gedill FIL) 9 USES Libel Slay) djl 5a 


Auld! Anta pat) Jus) = 
ea | OM ates 
ey bis yi ies fy gual 
(R) 


— 0.103 | 9321 | 0.000 } 196 | 6909 | 6.909 48.848, 
_ 


0.101 | 9319 | 0.000 6.927 hes 
4d yacrall Gilera 
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(S giune dic al saath gins Gye pS) Argun (T) ded cf all Mel Syaall uty 

Cs es SSI Auaills tlds (0.05) ANAM co gine Cho lil A ginall (T) gf LS (%95) aa 

togl LS (Anciney 52 aie) Arudlill 3s jull ole 
(T) 448 Ge 5S) 55 (6.909) Aa gunell (T) do8 crch Aolecall 2S dal - 

(0.05) YAM cs sie ye Ji (Sig-T) Az yinall (T) 443 cf LS (1.96) Al yra 

4a) 4.2 pill uiy (Ho) Azerell Ane dl Gads Wile. 1 all sacl kes, 

Clays GD Lb a Jay lal oa Atlas! ds li ale as gi os! (HA) 

Agia YI Ay sla ol gill Ait 5 jul) Gio Cyan y (gly gual 

Login Ain 50 ADLe ae gi cs! (0.321) co ytiall Gu (R ) LLG YI Ulan alr 

a Joy! lyst 559 of cl (0.103) Adbatall se lis axial (R?) aysaill alee Alyy - 
(710.3) AS Alans gin And paady Jinn RS (ods gail Slay SID Libel 
Ade call b¢ LS ost Sickel ell xual] ost peal] eae (ya 

As gu aal (T) dad Cah Ad pe al Ghaslly Glatiall 2 saya dull - 
(Sig-T) Ar sical (T) of US (1.96) Atyratl (T) 248 Ge oS! (85 (6.927) 
Apel) 4 i Gad LGld sill acta Ley (0.05) ANA os sinus Gye cl 
Mt Qu Agluesl Aa Gd De aa. cl (HA) Abaall 4s jill Jud, (Ho) 
Ay slat Al gill Anil 5 juall Gada yang ccd pail ela, SISLDU Lal) sfayl 
AL NI 

Login din 50 4DIe aa gi cs! (0.319) Gost Gu (R) LIS YI eles aby - 

Ad poe!) Glaralls Glatial 64 Sagal eid (R?) asi LUA YI ales aly - 
(Sstu a eS gsi gui elayls Jiu Libel! 3_loyl SM jal J ol os! (0.101) 
cs—t ba gall ost Sickel ail pill clare UA (%10.1) ali Abou sie 4a ea 
Ad pcoall GLerally olatiadl 


(T) 428 Ge 5S! opty (17.811) Ap gunall (T) a8 Cah eel La tanall - 
(0.05) 4 4Yall os sine Gyo i (Sig-T) Ay sieall (T) of LS (1.96) Ausra 
AAs} Aye sill Sais (Ho) dye due i Gals Ll. | al sel Leg, 
Clays ISDU Libel slay ala) Gu Autlueal 41a G3 ale aa 5 cc! (HA) 
Aga YI Ay slat) A giall SLE 5 jell Gui Cua y csi pul 
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edleel} Lay Gury Elayly ISU Llell slay) silo) Ga (R) bis Yt ulus éb - 
Lobel sloyl ll jal Ga Cathay cu yatta yur Aaa ge ADLe aa gi col (0.654) 
4c ss (0. 531) Ba yale dacine Arudliill 3b jaa) (aso5 ptrew (O38 Cyd g elayls Ju 
» 3.90!) Abas gia 
Label 3 Joyl lt 533 cl gsl (0.427) eDlaall Ln 6 (R?) agai elec gry ~ 
os (%42.7) als daw gle 4a Bret waccivey eeS gsi pull Clazls JIS 
se Dhasl} Lua) 53805 (8 facil eg) hall (8 ell lene 
2 Anudlual) Ayiza yall 
cote gedill Els ILD pdlaall dos! 54 Gus Auiluaal 4Na aii dic Y= Ho 
» Agia 8) Ay slat ol gill Ayala) 5 jal) ada Guiry 
grb gee) ELLY) 9 ISON pole) a! 5a Cu Auiluaa! Ae aii dls 15: HA 
Aga Y Ay laa A ghall Apadtiath 3 jal) Gus Guy 
ala (aa sill ob Cue Mel dae dl Glas baal! assy) lis) laaial 5 al 
AH 
(43-4) a8) disse 
cris ull ElsaY lg ISLS ¢dLaadl ath jal 52 


Anusluutl dua pal Jas) ceil 


0.361 — 0.000 air 15.487 | 239.842 Aalst) s¢iSl 


5 0.328 | 9572 | 0.000 - 14.389 | 207.041 


ee 0.736 | 0.000 196 | 22.394 | 501.509 
ar 0.568 | 9754 | 0.000 | 196 | 23.561 | 559.392 
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G Fuse Sic Al gral gies Gyo SI Aygunall (T) Aad of call Ded Iyaall juts 

Ce aed SSI Apaills alld y (0.05) AY all os sme Gre SH Ay ginall (T) cf LS (%95) Aci 
eg: LS (Aacinns 526s) Sdlill s jul otal 

Aah Que pS) (oh 5 (15.487) Argunall (T) dag cols dlattll sell Aull - 
(0.05) Avall og sume ye Jil (Sig-T) Azsieall (T) gf LS (1.96) 4,20) (T) 
Adal 4p jill Judy (Ho) dranell du pill Gad Lule «fall sacl Les 
CIUYl 5 SGD eDbeall Ayal 9a Gu Agtluas! dts Gi 4Dle aa gi isl (HA) 
Ago YI Ay Leal) cl gill Aaadliall 3 jaa Ghat Cyan y (chs gull 
Logis: Aim ga 4De a0 5 os! (0.601) ce ystiell ou (R) LUG! doles aby 
5) 553 of os! (0.361) Aaet_at seLst) eid (R?) aasdll ales aly - 
€ AS Abs gin Apts pon dy Jina pee (ds gual play ISGDU o DLeall 
AMSG Soli (4 Sada ail) dial (68 558 Jane Gye (%36.1) 
Aa goal) (T) 28 Cady Ad peal Glory Cilatiall (8 Sagal dull 
(Sig-T) Ay sieall (T) c) LS (1.96) Asya (T) 4a8 Ge SI 45 (14.389) 
Asal) Ape pill aad Wild ¢ J) all sacl Lacy (0.05) UVM cs sisse ha cl 
Aj) Og Aytluea! Aa G3 Ae aa gh cl (HA) Aba! Ace pil cds y (Ho) 
Ag hell oly al AL 3 jell 3805 Cry coca quill elas ISGDU ¢DLeall 
Aa I 


I 


Logis Aim go ADS aa si cs! (0.572) Gopi ou (R) LLGY! ales aly - 

(0.328) 48 roa Gleaall y lati (68 dagal) yetial (R7) apsadll eles lig - 
Apes pd Sine pS hy guidll elas SIGDU Lib say alld Gf ol 
Bag sb J ickall QL usthall (68 tll eae (ye (232.8) als Aba gin 
4B peal) GLrdll, Glatiall 

(T) 448 Cre pS! 655 (22.394) Ay gumall (T) ded Cah eDlacll be J dual — 
(0.05) 4 4Yal os suse ye dil (Sig-T) Az sinall (T) Gf LS (1.96) Agra 
Aol) Ayo ill Udy (Ho) Azone! due jill Gad s Lule «J all saclil Lan, 
Clas SLSEDU eDLeall elyst Guy Agiluaal Ala Gd 4c aa gh gl (HA) 
+ Ao YE Ay Leal Al gill Anal 5 jyall Gils yay ccs gual 
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logins Aa gf AD Le aa $i os! (0.736) cette! on (R ) LG GY! Jalsa - 
Bjpell Blas Ong CIV s IGOU Gh say alll Oy 4a ADL Gf a - 
- (0.754) (R) UG YI Aad Aull y 39 pie y Ancins Apsilil 
edieall st of sl (0.541) edie Licey jetted (R?) apaill alee aly — 
C2 (454.1) RNG 3 pS Apa peaks line RS (6d gull elu y ISU 
se Dleall Lay Guiad (gh Sickel) ailall yuiall 3 sll eae 
2 Aagluall Ayaca pill 
Fath Ads gl) Cle gleall Gi) gi 5 Gus Autluaal Ate old dite oY: Ho 
Aga 8) Ay loath gilt Ayu) 3 Saal ake Gung col quill ELAN y SUSY) | 
SGN) 4aadt Aud gudl) ile gleall i gh p92 uu Autluaal ANG cid dale angi: HA 
ASM) Ay loa fi gill ALG F juall hid Gung cos gull BLL g 
qt oN ae gill ob Cue oe! dye pill UsaY Joyal) Joaayt lial laaaal 95 al 
pach | 


(44 -4) 4b yas 
cola geal) CNY 5 ISG) AaadS Ady gull Cla gheall 4) gi 92 
dasha) duce yl) Lisl Ea 







[eae 0.548 0.000 eed 182.059 


ie 0.454 0.000 alla 10.513 | 110.528 aa es 


4d eal Lara y 


0.471 | 0.686 0.000 aa 19.461 alae 
0.447 | 0.668 | 0.000 18.524 ene 


SPSS (fleas! Gulsill git: jae 
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AB (¢ sinus sic Ad gral! Ugied Gyo pS} Ayguorall (T) 48 Gf oll oDbel gael juts 
Slat cy ae} ISI Apailly ld y (0.05) AVS cs suns Cpe cl Ay ginall (T) gf LS (%95) 
raph LAS (Aacine y 59 pits) AusdLell 5 jal 
Aad oo SI (o8.y (13.493) Agunall (T) dag Cob Ahecill els duals - 
(0.05) Atal cs suse ye Jil (Sig-T) Az sical (T) cf US (1.96) Ad sao (T) 
Aba) 4y.o sill Udiy (Ho) Arad Snell Gals Wd «fall sacl Las 
At) Asay ga ll ile glad) il gi Qu: Alias! Ao Gib ADle asf sl (HA) 
Ay Leith ol gall Ail 5 juall Gedo Cyy cca gudll aly ISN 


begins daa 50 ADle as $5 cs! (0.548) cy ysiall ou: (R) LUZ YI eles ali 


Cle sleall Ll sh 553 cl gl (0.30) Sebati soli jai (R?) aseill dales ab 
bs Aa Aas andy Sinn eS (hs gall play ISU! Lesdl 2 gull 
Aaksatill Se 68 Siciall ali) util 8 58 Sane “ye (%30.0) 
Argo (T) Aad Cosh Ad ee all Glaas'y Glatiall (4 ba yall dauall 
(Sig-T) 4zsiealh (T) of US (1.96) Adssall (T) dad oe 9S) Gey (10.513) 
Aso!) Apia sill Gad 5 LL | al) sacl Las, (0.05) ANAM os gine ye ol 
Js On Athes! Ya ol) Ole aa fi os) (HA) Abad! 4n2 jill as, (Ho) 
Ass Ali 6 jal) Suis Cary code gadill ELLs SLY Lead Ads gull Cale gheall 
Aga YI A taal fl gull 


Logi Aaa ye ADle aa si sl (0.454) Grysdell on (R) LLG YI Usles dlrs - 
(0.206) 48 poe! Glaadlly Clase 8 baal] aid (R) aad les Aly — 
SBE cols gual EVN SY) Aaa) 4b gull Cle gleall alg 559 Gt cal 
Seeded a2tilh arial (68 etl) one cy (%20.6) QS 82S Anudy pads «cline 

© AS prcmell lesa» lactic cst Baga (8 
(Tl) 408 Ge pS) sy (19.461) Ap guna (T) da Gils Deal be J dpuills - 
(0.05) M13 ¢5 sine ye sl (Sig-T) dy sinall (T) cf US (1.96) Ad ,r0) 
4 Lad) 4p yi) J.iby (Ho) yaa duo i) Gai le J al sacl bs, 
Cos Asdz gan ill le gleall al is gu dvileal 4No Gib 4c an gt is! (HA) 
ABa YI 4g slacll Al gill Andi 3 jul) Gait 
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Lita y Gia y Aah gustill Cale gleall il sh cy edall Gu (R) LLY! eles aly - 
» Login Ada gin ADLe sa 95 sl (0.686) ¢DLaall 
Bjeal) G85 Cyaty Ants guiill Cle gleall ils 59 Guy Aba she ADL Gt Gua LS - 
. (0.668) 4stull , Ba_yaia g daira 4.8L] 
Js 599 od gl (0.471) ead) Loe) idl (R?) aisaill dels aby - 
ALS BS A pds iy alll Plu» SISRY! Zest Ads gd CLs gleall 
reDbeall Lay Silat (b Sidi! GUN jail) dill eas Gye (%47.1) 
Ss Gung Aud peal Gast) Coiled) joa Gu datas! Ae aii didle oY: Ho 
W438) Ay sla oh gill A uSLiiN 3 jal 
Sania Cg Ad aall Lesa cole} 63 Gus Autliaal ANNs old dive agi: HA 
Agia 8) Ayla of gill Aula 5 jal 
SLA MN ae gill oi Cue oleh Ane sill Las Lana) Jassyl olaal plasial 5 ail 
re ct 
(45 -4) pfs dye 
4d yatall Las Cle!) 9 


(R ) 
0.503 | 0.709 | 0.000 eee asl ams 


0.398 | 0.631 | 0.000 la 16.760 | 280.901 


0.516 | 0.718 Real eee aee | 21.267 aa] — aa 
0.642 | 0.801 | 0.000 ee 27.610 a 


» SPSS ctluasY) Salas gilts : _jaueall 





elas dalre 
ny LG YI 
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(5 fine Lic Au saat Leind Cpe pS! Ay guumcall (T) eG Gl coll oe! Syaall ats 
Cee 32} JS] Assailly alld y (0.05) ANY aM (5 sine Gre il Ay ginal (T) CJ LS (%95) az 
togl) LS (Anciaey 33 pac) Apuiltill 3 jal) ole 

Ae Ce SI (585 (20.721) Ap geurell (T) dad Gils Qglacall se lS dull - 
(0.05) Atyal os sisse G0 Jal (Sig-T) dz sia (T) cf LS (1.96) 4,201 (T) 
4st) 4p. sil) Judy (Ho) Ayoull due i Gadi Ll. J all scl kes, 
Crn9 Ad peal GLorall Ctl Gu dtluas! Ua Gla dle aa gi os! (HA) 
49 YI Ay sladll A gill 4ydlail 5 jyall Geist 

Ata yey Ah Ale aa gh cl (0.709) Oy yseiall Gu (R ) LUG YI dels ary - 

Lay 559 of gl (0.503) Adar seLisl) xia (R?) uasill dates iy - 
DEAN ene (ye (%50.3) Abs bpS Aas pads Jive peeS And nell Leas 
 Agstill se LSM (8 Pict aula ysall 8 

Ay gu—oall (T) Xiod Gah 4d el Gla ally Glotidl Qf jaya dual - 
(Sig-T) 4ysieall (T) G] LS (1.96) Agcatl (T) 408 Ge nS! 585 (16.760) 
Asosell Apc il cynd 9s Ld fall sacl Lesiy (0.05) IVAN co sisus Gye al 
D3) Ge Utles! Us GIS 4c as gh gl (HA) Abad! due pill Judi (Ho) 
Aga YI Ay lett ol gill Act 3 juall Galas Gary Lo penal GLa othe 

da say 428 Ale aa gi col (0.631) cecal Gu (R ) LU YI dale gly - 

(0.398) 48 preoall Cilerall's Glacial 8 Sagal) paid (R?) aaill eles aly — 
€AS 8S Ap pe dy ins iS 4d eal GLarall othe 459 Gt sl 
SLaiidl od saya (gd Lisi itil etal dtl ane (ye (%39.8) 
» 448 proell GLrdll, 

(T) 408 Cpe Sl (28 5 (21.267) Ar gumell (T) dad Ciels oDleell Lo dull — 
(0.05) 4 Tyall 5 sume Gye Jal (Sig-T) Azgieall (T) of US (1.96) 420 
4AM) 4p 2 il) dig (Ho) Ayal! dus ill Gad ys Le all sacl Lay 
City Ad ped! Glas Gila Quy Alaa! Ua old Ale as. sl (HA) 
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Cregall y eDoall Licey Adal Qa Yl Alaa ol gill Lust 5 jadll (gia 
Gall J gaat 
dma peg Lah Die a5 i col (0.718) cereal ou (R) LIS LYI eles aby - 
ol atiall (8 5a sal seal Aaa Ala sia (R ) LY ales dad C) Lad LS - 
GY) (Sd Ayal dad ye (R ) dad GulS Leis cabana, 
Andie Apu Hil & jell oles Ad roel) GLa!) Ctl! gu LLG YI dales ab - 
Ars gay 4298 4De (2 5 (0.801) 
test tle} 559 of cst (0.516) eDleall Lsy idl (R?) anaill ales ily — 
ooh ll Dee Ge (%51.6) GSB yyS Apt aad Jie RS 4d penll 
ve Dbesll Lay (Syid (68 Pickall atl) puta 
2 Anti) dite dll 
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